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Executive Summary----------mm oo
The Banking Industry in Bangladesh 1s more than 100 years old. The first
commercial Bank was ANZ Grindlays Bank. Which opened m 1905.

In today bold up righting world Banking sector are somewhat immaculately
structured in its rendition lucrative sector for a country’s prospective sights.
This banking sector are giving a towering effort to notch the mutual benefit
off by inferring both developing and countries within this edifying world.

This report on “An Appraisal of Corporate Banking and Activities of
Standard Chartered Bank of Bangladesh™ This report is a follow-up of the
three month internship had done at the Shaistakhan road SCB Narayangan;
Branch. Because of the limitations imposed by the lack of available
information, efforts had been made to complete this report based mainly of
Secondary information.

This report emphasizes on the background of SCB, organization structure,
their management practice, the product and services of the bank.

Different types of deposit, the market share, income, investment, recovery
and the various trend analyses discussed in the performance and growth
chapter.

In the part of the problem, various problems relating to corporate banking
have discussed with specific points, which was faced by the customer and
the management as well.

In the prospect and suggestion parit [ refer many proposal and shows many
prospect of the bank that ensure higher customer satisfaction and banking
performance.



1. INTRODUCTION



1.1 Origin of the report

The Internship & Placement Carrier Council of East West University (EWU)
placed me in the Corporate Support Unit of the Corporate & Institutional
Banking Division of Standard Chartered Bank (SCB) in the Narayanganj for
the organizational attachment of my Internship program. My supervisor in
SCB, Mr. GG C Roy Chowdhury who is the Branch Sales Service Manager of
Corporate Support Unit and my supervisor in EWU, Mr. Tanvir Ahmed
Chowdhury, asked to prepare a report on an appraisal of corporate banking

of SCB as my internship report. I have submitted this report on December,
2004

Background

Standard Chartered Bank (SCB) is an international bank regulated by the
Bank of England. The combined strengths of the two banks is helping them
to serve the customers even more efficiently and renew Standard Carteret’s
commitment to the merging markets the companies were ked on such criteria
as revenue, market capitalization, estimated earnings growth over the past
year strong financial base, quality services and quality of assets gave them
the rare and distinguished opportunity to be awarded as “The Best Bank for
1998 in Asia” by Corporate Finance Magazine. Standard Chartered Bank
was the first bank in the Asia Pacific region to achieve ISO 9002
certification in both Custody Operations and Information Technology (IT)
services, whereas Payment Services and Trade,. In this of the world, they
have been operating as a full- flagged commercial bank since 1858. Standard
Chartered 1s equipped to handle all customer requirements, and will provide
the best possible service to any esteemed organization.



1.3 Objectives of the study

The objectives of the study are:

>To present an overview of SCB

>To appraise the principle activities of the bank
>Product and services of the bank

>To 1dentify the problem and prospect of SCB
>To recommend suggestions for SCB

1.4 Scopes and Methodology

This study covers mainly the activities of corporate banking and institutions
of SCB of Bangladesh. There are also some recommendations by which the
management may improve their performances to have better customer
satisfaction.

The project is base on both primary and secondary information. Data
required for the report are collected trom the annual report of the bank
provided by itself and also the website of SCB. I also interviewed a number
of SCB professionals to collect information. The interviews were verbal and
after that important points were identified.

(%]



1.5 Source

The relevant and required data have been collected basically from one
source:

e Secondary

Secondary sources

Secondary sources are:
e SCB’ s website
e Annual report of both global and local SCB provided by the bank
e Ditferent reports of SCB

1.6 Limitations

The major limitation | faced in preparing this report was the sensitivity of
the data. As 1t is a highly competitive market, if the margin information 1s
released to other competitors, it may have a negative mmpact on their
business. In some cases management were reluctant to give some specific
data.

Due to acquisition by SCB many previous strategies have been changed and
in major behind not to considering the long tiie data.

Time lunitation is also a big factor as the duration of internship is very short
work pressure 1s a big factor, which hinders the data collection process.



2. THE ORGANIZATION



2.1 Overview of Standard Chartered Bank

The Standard Chartered Bank PLC is an international banking group that 1s
incorporated in the LTK, with its headquarters in London. The group focuses
its activities in Asia, Africa and the Middle East and its operation is
segmented under six regions: LTK & Europe, Middle East and South Asia
(MESA), South East Asia, and the Americas.

Standard Chartered Bank has a history of about 150 years. The name derived
from “Standard Chartered Bank™ of India, Australia and China and the
“Standard Bank™ of British South Africa.

A Royal Charter granted by Queen Victoria of England established the
“Chartered Bank™ in 1853. The main person behind the Chartered Bank was
a Scot, James Wilson who had also started “The Economist” still one of the
most eminent publications today. He foresaw the advantages of financing the
growing trade links with the areas in the east, which no other financial in
was doing at that time.

Another Scot, John Paterson in 1882, tounded the “Standard Bank” He
immigrated to Cape Province in South Africa and became a successful
merchant before founding “The Eastern Province Herald™ which is stili
published today. Coming from a similar background as Wilson, he also saw
great trading possibilities between Europe and his adopted country, and
together with local business interest he founded the bank.

The two banks expanded and prospered with time and decided to merge in
1969. On January 30, 1970 the new shares of the Standard and Chartered
Banking Group Limited were listed in the London Stock Exchange. The
original building of the Chartered Bank at 38 Bishop Gates was demolished
i June 1980 and Queen Elizabeth 1l opened new headquarters of the
Standard Chartered Bank PLC on the same site on March 20, 1986.
Becoming stronger after the merge, Standard Chartered Bank embarked
upon serious expansion in Europe and the United States, The Standard
Chartered Merchant Bank was built up from a number of acquisitions made
during the 1990s. It was also judged the best bank in the Asia-Pacific region
in 1993 and 1994 for its rate and excellent service.



Standard Chartered Bank has taken advantage of the opportunities. Buying
Grindlays from ANZ now propels it from number five to number one among
international bank in India, with some choice exira footholds in the Middle
East.

At 1.3bn U.S dollar, it s hard to complaint that Standard Chartered has
overpaid. The financial ease is less compelling for ANZ shareholders, as
there are advantages to getting out of a strategically peripheral business.
This acquisition of Grindlays Bank has added 6000 employees and 4
countries to Standard Chartered” s existing network of 27000 employees and
570 offices in 50 countries.

The end result 1s that Standard Chartered, which went into the 1997 Asian
Crisis with strong business in Hong Kong, Singapore and Malaysia, emerges
with additional core markets in India and Thailand.

The deal has made Standard Chartered the largest foreign bank by assets in
India, Pakistan and Bangladesh and the second largest in Sr1 Lanka and the
United Arab Emirates. The bank had been seeking to expand in the region
since the end of the Asia economic crisis, and has finally become successful
1n its expansion.

The primary goal of the integration is to combine the best of both

companies, and put right in the right jobs on the basis of fairness
equitability.

Globally, the key resources of SCB include:

A network of over 600 offices 1n 48 countries

A staff of about 25000 people managing assets of around 47 billion pounds.
Standard Chartered Bank international businesses in Personal Banking,
Corporate Banking and Standard Chartered Markets are its special strengths
Standard Chartered Bank also maintains correspondent relationship with
over 600 banks in 157 countries around the world.



The global strategies of Standard Chartered Bank are:

To built and grow strong businesses in East and South East Asia - the Asia
Pacific Region.

To enhance historical position in the Middle East and South Asian region.
To concentrate operations in the OECD in those activities that support

Standard Chartered Bank’s remarkable franchise in newly industrialized and
emerging markets.

2.2 Company Image and Logo:

Standard Chartered Bank is a sohd, forward looking, modem foreign bank
with a long record of sound performance. It is discarding its erstwhile
conservative mould and in response to the current dynamic trends m world
wide financial activities, adopting an aggressive customer focused banking
system. The effort that Standard Chartered Bank makes in order to portray
the Bank as a brand image is very strong and successful. The general image
of Standard Chartered is that 1t 1s “Trustworthy, efficient, helpful, responsive
and committed.” The logo of the bank depicts the merger of two banks.

2.3 Business Activities of Global Standard Chartered Bank

Standard Chartered operates in every Asia Pacific market with the exception
of North Korea and some 60 percent of the Group’s profits come from the
Asia Pacific region.

Hong Kong continues to be of major importance to the Group and
contributes 30percent of total profit. With 80 branches in Hong Kong and
strong representation in China, Standard Chartered- a note issuing bank in
Hong Kong 1s well placed to continue playing an important part in Greater
China’s development. A resident Group Executive Director manages the
Group’s business there.

Consumer Banking and Corporate and institutional Banking are managed
out of Singapore each by a Group Executive Director resident in the Island
state. Other East Asian countries of note for the Group are Malaysia, Taiwan



and Thailand where, in 1999, the bank acquired a 75 percent interest and
management control in Nakornthon. Standard Chartered is the leading
international bank in Sub-Saharan Africa, operating in several countries, the
most prominent being Kenya, Zambia, Zimbabwe, Botswana and Ghana.
The Group’s operations in the Gulf and South Asia are managed from
Dubai.

Consumer Banking-

Which has some 5 million customers- has grown sigmficantly in recent years
and contributes about 50 percent of total profits. Major initiatives support
the rapid development of the credit card business in the exciting markets of
India, Indonesia and Taiwan. There are seventy-six branches and finance
centers under this division 1n about ieii countries with a workforce of 1615
employees.

Personal Banking-

There are 410 offices/ branches with a workforce of 12000 employees
working under this division in 28 countries. Some of the services provided
by this division are various kinds of insurance and loans, various types of
accounts, travelers’ cheques, card money, etc.

Corporate and Institutional Bank-

Its principle strengths are supporting regional and international cross-border
trade and investments. Products and services are focused primarily on these
areas, notably trade banking, cash management and custody. Institutional
Banking manages the Group’s relationships with banks, investment
companies and other financial institutions. It aims to be the “banker’s bank’
operating in customers’ time zones and providing network linkage between
international markets. This business has continued to expand rapidly in Asia,
Middle East, Africa and increasingly in Latin America. It was strengthened
in March 1999 by its acquisition of the trade finance operation of UBS.

Treasury operations are a particular Group with a network of over 20 dealing
rooms worldwide, offering customers a 24 hour service. The bank is




particularly well known for its expertise in exotic currencies and has
reinforced its position as a leader in many Asia and African markets.

Global Custodial Service:

There are 17 offices under this division and about 900 stuff members in this
division, operating in fourteen countries and is headquarters in Singapore.
Standard Chartered Equator fulfils Standard Chartered banks strategic
commitment to proving custody and clearing services in greater Asia.
Standard Chartered Bank has one Asia’s leading custodians for over 40
years. Equator’s main focus is on the following:

Commitment to quality
Dedication to customer needs

Sustained investment in people and systems

International Trade Management:

This division 1s operational throughout the group and Standard Chartered
Bank’s core strength 1s trade finance and services. With an experience of
over 150 years, Standard Chartered Bank has developed knowledge of trade
finance, which 1s world class. Principle services to importers are import
Letters of Credit; import Bills for Collection and Back to Back Letters of
Credit facilities. Principle services to exporters include Export Letters of
Credit, Direct Export Bills for Collection, Bulk Letter of Credit Collection,
Bonds and Guarantees.

Global Cash Management:

This division is operational in all branches where the group has a Corporate
Banking and Institutional Banking division. There are 100 employees
working in this division. Standard Chartered Bank recognizes the
nnportance of Cash Management to Corporate and Financial Institutional
customers, and offers a comprehensive range of services and liquidity
management. Services by this division are provided worldwide with stress
on Asian delivery.
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Global Institutional Banking:

Through Standard Chartered Bank’s network of more than 600 offices on
over 40countries.It is very well positioned to provide a wide range of
services to institutional clients: Commercial, merchant and central banks;
brokers and dealers; insurance companies funds and fund managers, and
others. Offices on emerging markets of Asia, sub- Saharan Africa, the
Middle East and Latin America are complemented by branches in the
developed countries such as USA, UK and Japan and the bank’s
membership of the clearing systems in those countries, The institutional
banking group has network of offices in25 countries throughout Asia, North
America, Europe, Africa and the Middle East. It provides Relationship
managers who are close to their customers and speak the local language.
This wide network of Institutional banking facilitates transactions,
introductions, problem solving and renders advice and guidance on local
trade conditions.

Global Electronic Banking:

Electronic banking provides various types of support through a wide range
of operating system, sweeping transaction accessories with the provision of
reporting features or other special functions. There are 10 oftices and 50
employees under this division, which operates in 26 countries.

Mocafta:

This division deals with a complete range of customer hedging services of
all base metals traded in the London Metal Exchange (LME). There are 3
offices under this division with 57 employees and 8 introducing brokers
generating sales globally.

Mocatta Bullion:

This division trades precious metals such as gold, silver, platinum and the
palladium. There are 6 offices under this division and 130 employees
operating 1n countries.
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Problem Country Debt Unit:

There 1s one office in this division with four employees working in it.
Problem countries Debt Unit i1s the Group’s provisional exposure fo
countries experiencing temporary external liquidity problems, when such
exposures are not externally secured or advanced on a voluntary short=term
basts.



2.4 Historv of Grindlays Bank

Captain Grindlays established Grindlays & Co with a partner in 1828. The
name was changed to Grindlays Christain & Mathew’s in 1839, which again
changed to Grindlays & Co in 1853.

The first branch opened in India, at Church Lane Calcutta in 1854 and in
1864 Gnindlays & Co. opened Indian branches autonomous from London.
National Provincial Bank Limited acquired them in 1924, National Bank of
absorbed Grindlays and Co in 1958 and began to operate as National &
Grindlays bank Ltd.

2.5 Standard Chartered Bank in Bangladesh

The Chartered Bank started operating in Bangladesh in 1948, openng a
branch 1n Chittagonj. The branch was opened mainly to facilitate the post-
war reestablishment and expansion of South and Southeast Asia. The
Chartered Bank opened another branch in Dhaka in 1966, where 1t is still
headquartered. After the merger of the Chartered Bank with the Standard
Bank in 1969, the Standard Chartered Bank took up a program of expansion.
[t increasingly invested in people; technology and premises as its business
grew 1n relation to the countries economy. In 1993, there was an
organizational re-structuring, which led to a substantial expansion of the
Bank’s business. Today the bank has in total four branches in Dhaka apart
from the Chittagonj branch, including an offshore branch at the Savar Export
Processing Zone.

Bangladesh is under the Middle East and South Asia (MESA) region, with
the controlling office in Dubai. Its correspondent relationship with Sonali
Bank, the largest bank in Bangladesh, gives its customers access to all major
centers in the country. Standard Chartered Bank’s worldwide network
facilities convenient connections with the foreign trade and remittance and
business. Standard Chartered Bank’s branch banking license in Bangladesh
allows it to offer a full range of banking services.

Since the organizational restructuring in 1993, the amount of deposits and
loans in 1997 has increased by more than five times. There 1s an overall
increasing trend of Standard Chartered Bank’s market share m terms of
deposits and advances. In 1995, the market share in terms of advances was
200/0, which peaked to 290/0 1n 1996 and fell by 3% 1n 1997. In the case of
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deposits, the market share of Standard Chartered Bank 16% in 1995 to 18%
in 1996, and increased by another 2% 1n 1997.

In terms of profit before taxes, there is a rise from eight million BDT in
1990 to its highest amount of 750 million BDT in 1998. The largest increase
of 438% took place in 1991. Although the growth rate began to decline
gradually from 1993 (from a 170% to 5% in 1998) the overall increase
reflects a substantial positive trend. Standard Chartered Bank’s growth in
terms of profit and market share depicts an overall positive trend.

Source: website

2.6 Standard Chartered Grindlays in Bangladesh

This acquisition has made Standard Chartered / Standard Chartered
Grindlays bank the largest foreign bank in this country.

An 1ntegration team from Standard Chartered Bank in London 1s to come
time to time in Dhaka to settle the process of the acquisition of the ANZ
Grindlays Bank.

The team comprising of officials from both Standard Chartered and
Grindlays are working on staff and branch rationalization.

Bit the whole process will take about one and a half years and meanwhile
both the banks will continue to work as legal entities. Though there may not
be many changes in the lower and middle levels of the banks, there may be
some changes and redundancies in the higher level. But those who will have
to leave will get a handsome compensation package.

The integration was comprehensive and is being managed as a distinct
process. Meanwhile, the business is kept going to provide uninterrupted
customer service and to deliver the desired results.

Standard Chartered Bank after acquiring Grindlays expects to relocate its
own and acquired branches upon regulatory consent. There are places where
both SCB and SCGB have branches and there is another place with
perceived demand for branches, but the Bangladesh Bank does not want to
give permission for opening any new ones. SCB is known for its
technological edge since it 1s the forerunner in automated teller machines,
telebanking, treasury and lately corporate banking solutions. Grindlays is the
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market leader in credit cards, corporate advisory services and personal
banking.

2.7 The Organization Structure

The Standard Chartered Bank in Bangladesh has its headquarters and eight
branches in Dhaka, two branches in Chittagonj, one branch in Narayangan;,
one branch in Sylhet, one branch in Khulna and one branch in Bogura.
While the full range of services i1s available at the headquarters, other
branches offer specific services appropriate for the location. At the
headquarters, the bank mainly consists of two divisions:

e Business
e Support

The business division has the following departments:

e Corporate Banking Group (CBG)
e Treasury (TSY)

¢ Institutional Banking Group (IBG)
e (Consumer Banking (CB)

e Custodial Service (CUS)

Standard Chartered Bank is primary corporate driven. More than the
corporate banking generates 40% of its revenue group while Treasury
contributes more than 20% to the overall revenue. The rest is generated from
personal Banking, Custodial services and Institutional Banking.

The support division provides assistance to the above business activities and
consists following departments:

Operations

Finance, Administration and Risk Management
[nformation Technology Center

Human Resource Department

legal and Compliance

external Affairs

o Credit

e O o o
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Dhanmondi Branch is the head office of the Consumer Banking, Which
concentrates on the full services of consumer banking such as customer
services, credit facilities, locker, information technology, priority banking
and remittance. Banani branch is more like a cash booth offering customer
services, teller transactions and remittance customer services (but the actual
transactions are transferred to Motijheel). Savar branch 1s an offshore
banking unit offering services to overseas investors. Chittagonj branch offers
Corporate Banking services along with consumer banking. In Bangladesh
SCB have 11 fully offices in Dhaka (Motijeel, Gulshan, Banani,
Dhanmondi, Uttara, Kawran bazar, Kakrail, Sharaton and Savar), 5 in
Chittagonj (Agarabad, Station Road, Korbaniganj and Nasirabad) 2 in Sylhet
(Darga Gate and Shahjalal Road), and one each in Bogra, Khulna and
Narayanganj. Customer can use the combined strengths of all of thesc for
any of their banking needs as they are connected through v-sat and leased
lines. Moreover, SCB has 26 ATMs at convenient locations throughout the
country. This is used for withdrawals and deposits for personal accounts. In
order to extend foreign currency loan facilities to exporters in EPZ Units,
SCB 1s the first and only bank in Bangliadesh to establish an offshore
banking unit in the Savar EPZ. Thus customer may have access to a 21-
branch, 6-location, 26 ATM banking network.

2.8 Chain of Command

Chartered Bank in Bangladesh follows a hierarchical pattern of command.
The Chief Executive Officer (CEO), reports to the Regional General
Manager, MESA in Dubai. All department heads at the headquarters report
to the CEO. In Chittagonj, however, since there are two major business
activities, a managers or a senior manager, who reports directly to the head
of the respective division in Dhaka, heads each. The Custodial Service
division at the headquarters reports to the Head of Corporate Banking.

The respective branch managers are responsible for the performance of their
unit. Each branch 1s organized functionally along line divisions with some
support facilities and the manager assigns tasks to his/her subordinates
personnel and supervises their performance, instructions are often given
without necessary details and clarifications.
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Chief Executive Officer’s Office (CEOQ)

Standard Chartered as well as Standard Chartered Grindlays Bank in
Bangladesh i1s headed by the Chief Executive Officer, who report to the
office of the Regional General Manager, Middle East and South Asia
(MESA). While performing staff functions, the CEO is assisted by different
heads whose functions are mentioned in the following section.

Head of Finance and Administration, who looks after the general ledger,
budget, financial scenario of the bank, risk management administration and
audit operation.

Head of Cards who supervises credit operation.

Head of Consumer Banking, who supervises retail-banking operation Tike
sales and services, retail lending, product development and product
marketing.

Head of Corporate deals with the relationship management, corporate
finance etc.

Head of Human resources look after succession planning, training and
industrial matters.
Head of Lending management i1s who assists the managements division of
industrial matters.

Head of Treasury deals with the foreign exchange, money market and asset
hability operation.

Head of International Services deals with the trade finance, guarantee and
correspondent banking.

Head of operations is who looks after the support services in banking

lending, CBS User, Treasury, SWIFT/ TELEX operation etc. Head of
technology is directly accountable to him.

17



Management

The goal of Standard Chartered Bank 1s to be the “Bankers of the first
Choice.” Toward that goal, the overall planning in the Organization is done
at the headquarters level in Dhaka by a Management Committee (MANCO),
headed by the CEO and consisting of the business heads of Corporate
Banking, Consumer Banking, Treasury, and from the support divisions the
heads of Human Resource, Operations and Finance Departments. They meet
once a month, or when a special situation arises. to plan the strategic
decisions. The decision making although apparently based on a top-down
approach, leaves room for participation down to the level of department
heads, which are responsible for carrying out the planning of their
department within the board guidelines set by the MANCO.

18



3. Activities of Standard Chartered Bank

19



Activities of Standard Chartered Bank

3.1 Corporate banking Group:

Standard Chartered Bank offers its local customers a wide variety of
financial services. All the accounts of corporate clients, which maly
comprise the top local and multinational companies operating in
Bangladesh, are assigned a Relationship manager who maintains regular and
close contact to cater to their needs. The objective of this department is to
maintain regular and close contact to cater to their needs. The objectives of
this department are to maintain a thorough knowledge of the client’s
business and to develop positive relationships with them. This is maintained
through interactions to offer timely advice in an increasing competitive
business environment. The expertise of the Institutional Banking and
Treasury groups is also available whenever required. The unique Offshore
Banking Unit (OBU) in Savar a full range of tacilities to overseas investors.
The Corporate Banking Group in Bangladesh has displayed a spirit of
community mmvolvement by working with NGOs to underwnte soft loans.
Standard Chartered Bank offers its corporate customers:

The wide variety of lending needs are catered to with skilled and responsive
attention

Project finance and investment consultancy

Syndicated loans

Bonds and Guarantees

Local and International Treasury products

The trade finance of Standard Chartered Bank takes care of the commercial
activity related issues, particularly those related to import and export finance
services. Some of the services are:

Trade tinance facilities including counseling, confirming export L/Cs and

issuing of import L/Cs, backed by its international branch and correspondent
loan network.
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3.2 Bond and Guarantees

Project finance opportunities for substitutions and export oriented project.

3.2 Treasury

The foreign exchange and money market operation of the Standard
Chartered Bank in the world is extensive. Exotic currencies happen to be one
of its special areas of strength. A 24 hour-service is provided to customers in
Bangladesh through the bank’s network of dealing centers placed in the
principal of the world. The Bank’s treasury specializes in offering solutions
to those who wish to manage interest rate and currency exposures that result
from trade, investment and financing activities of other dynamic economies
of the region. Treasury operations are developed in line with changing
market conditions to provide the best services to its customers. According to
BAFEDA (Bangladesh Exchange Dealers Associations), Standard Chartered
Bank presently controls 42% of the local foreign exchange market’s traded
volume.

3.3 Institutional Banking Group

The IBG of Standard Chartered Bank offers a wide variety of products and
services to the banks and financial institutions. It has global links with
leading banking institutions and agency arrangements through its network of
offices in 40 countries. The Bank offers a full range of clearing, payment
collection and import- export handling services. The bank offers foreign
missions, voluntary organizations, consultants, airlines, shipping lines, and
their personnel the current accounts in both Taka and other major foreign
currencies.

Convertible Taka accounts (these funds are freely convertible to major
international currencies)

Local and foreign currency remittance.
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3.4 Consumer Banking

Superior retail banking services comprising a wide range of deposit and loan
products are offered by the Standard Chartered Bank to its individual
customers. The Consumers Banking division constantly faces challenges and
meets them by developing new products and services to fulfill the specific
requirements of local TU bank offers a 24-hour service in Bangladesh
through its Money link ATM network and Phone-link Phone Banking
services.

3.5 Custodial Services: The Equator

Headquartered in Singapore, Standard Chartered Equator fulfils the group’s
strategic intent to the provision of custodians and broker/dealers requiring
cross border information as well as sub-custodian services. Standard
Chartered Bank, Bangladesh is responsible for the planning in Bangladesh,
but the overall management of the custody business is based on Equator’s
international business strategy.

3.6 Operations

Operations are the part of the support division, which helps to run the
businesses of the bank in a smooth controlled manner. Since it helps mainly
i processing the works of the business units, any mistakes made can be
easily detected and on time. Following are the main functions of the
operations department:

Central operations deals with the closing and opening of accounts and other
payment and account related processing of the Personal Banking division.

Treasury operations help to deal with the processing works of the treasury
division.

Loan Administration Unit (LAU) deals with the processing corporate
Banking division.

Operations also have department that deals with internal project that arises
from the need to deal with certain problems or to make certain changes.
Following are some examples of projects being with presently:



Finance, Administration and Risk Management

The support department performs the following activities:

e Admunistration, audit and back office operation
e Taking care of taxation and financial control of the Bank
e Keeping track of overall credit operation

3.7 Information Technology Center

This department is the running of all the computerized operations of the
bank. They help in the implementation and generation of computerized
reports. Another major duty of the department is to maintain communication
with the rest of the world.

3.8 Human Resources Department

This department manages recruitment, training and career progression plan.
Standard Chartered Bank highlights the importance of developing its people
to create a culture of customer service. nnovation, teamwork and
professional excellence.

3.9 lLegal and compliance

In the UK, Standard Chartered bank is regulated by the Bank of England,
while in Bangladesh local banking laws regulate it rules set by the Ministry
of Finance and Bangladesh Bank. The local restriction involves a license
from Bangladesh bank to operate banking business in Bangladesh. Standard
Chartered Bank complies by the rules and regulations seriously. It also
encourages its staff to conform to an internal culture of ethical behavior and
sensitivities to the culture and religion of the country. There 1s a mandatory
traming on Company Code of Conduct for all staff members.

Some of the areas that the Legal & Compliance department has to take care
of are: any kind of legal issues, to advice the CEO regarding all matters and
the management on legal regulatory issues, correspond regulatory
compliance issues to MESA Regional Head of Compliance, and supervise
mternal control (e.g. internal audit).



3.10 External Affairs

This department deals with advertising, public relations, promotions and
partial marketing which involves disseminating new products and services to
customers and above ensuring service quality.

3.11 Credit
The credit department approves the loans of Corporate Banking division.
The approval 1s mainly based on the risk analysis of the corporate clients

done by the Corporate Banking division.

3.12 Social Welfare Activities

Standard Chartered Bank believes in the interdependence of world
communities a hence the need of investing on community welfare. In
Bangladesh, standard Chartered Bank is a corporate sponsor of the Young
Learners” Center in Dhaka and Chittagonj, which were started by the British
Council. 1t 1s also involved in Fresh Water for Slum Area project with a
major NGO.



4. Product and Services of the Bank



Product and Services of the Bank

Standard Chartered Bank has highly qualified professional staff members
who have the capacity to manage and meet all the requirements of the bank.
Every account 1s assigned to an Account Manager who personally takes care
of 1t and is available for discussion and inquiries, whether one writes,
telephones or calls. The services of the Bank are personalized and backed by
advanced computerization.

The following paragraphs illustrate the essential products and services of the
Bank:

4.1 The Corporate Banking Group

4.1.1 Cash Management

Standard Chartered is highly recognized as a leading cash management
supplier across the emerging markets. Our Cash Management services cover
local and cross border payments, collections, information management,
account services and liquidity management for both corporate and
institutional customers.

Features

Manage the availability of client’s funds efficiently

Monitor and control the movement of tunds

Settle payments to client’s suppliers in a timely and cost-effective manner.
Capture every investment opportunity to increase your income.

4.1.2 Trade finance

Standard Chartered possesses 140 years of experience in Trade Finance. The
bank has presence in over 40 countries, in addition to our extensive network
of overseas banking partners and correspondents. The bank obtained
ISO9002 accreditation for its quality service. Dedicated trade and payment
systems are in will be professionally executed.
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Structured finance

Standard Chartered provides commodity, Structured Trade and Export
Finance global group (“Structured Finance™) service. Many f{inancial
institutions have been retreating from these markets. Standard Chartered
stands out as the only bank, which is committed to financing commodity,
and Export Credit Agency supported trade flows while being focused
entirely on emerging markets oriented business. More and more clients are
taking advantage of Standard Chartered’s unique combination of structured
Finance expertise and presence on the ground in Asia, India, Middle East,
Africa and Latin America through its network of branches.

As a result, Standard Chartered has gained a reputation as a market leader in
Structured Finance. It fields 70 professionals globally operation out of New
York, London, Zurich, Singapore, Tokyo, South Korea, Hong Kong and
Singapore. This team results from significant acquisition of Structured
Finance businesses from UBS and CIBC over the last 2 years, which 1s
further testimony to Standard Chartereds commitment to this core business.

Features:

Access 1o long establish expertise in commodity Finance and willingness to
accept the credit risks associated with approved counter parties.

Access to structuring skills for emerging markets medium term financing
and to country limited availability for many countries Asia, India, Middle
bast, Africa and Latin America.

Presence on the ground mm many emerging markets which facilities
transactions through local knowledge and the provisions of local commercial

banking infrastructures.

Track record and capability for global arranging, underwriting and
syndication in the whole area of structured Finance.
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4.1.3 Custody and clearing services:

Standard Chartered Custody and Clearing Services’ combination of local
market expertise, with the security offered by being an integral part of one of
the world’s leading international banks has garnered an impressive client
base which includes leading North America, European and Asian
institutions.

Standard Chartered keeps its custody and clearing clients regularly informed
of developments relating to securities market infrastructure and custody
Asia through a market information website.

Market information includes daily newsflashes on news affecting the
working of Asia’s stock markets, insight papers highlighting major stock
market infrastructure issues, and up-to-date securities market reports
providing a complete overview for foreign investment institutions of the
securities markets in Asia.

4.1.4 Electronic banking:

Standard Chartered offers the client a comprehensive rang of Cash
Management services. Whether it is a financial institution, a multi-national
corporation or a domestic company, Electronic Banking application has the
capability to support full range of Cash Management reporting and
transaction initiation needs. It provides the secure, rehable and effective link
between the client and client’s accounts any where across the Standard
Chartered network.

4.1.5 Lending

Two types of lending facility are provided to client at present:

Loan Structure and Syndication: this facility helps borrowers to meet
substantial financial needs by enable them to each the banks most interested
in lending to their particular industry, geographic location and structure
through syndicated debt offerings.

Working Capital/Term Loan is to help the client meet their financial
obligations and operate effectively, the bank offers assistance in the form of
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working capital loans, overdrafts, term loans (including real estate loans and
other secured debt), backstops and revolvers.

4.2 Treasury

According to the latest ‘activities of Bank and Financial Institution’
published by the Banking Division of the Ministry of Finance of
Bangladesh, TTreasury Bangladesh 1s, in terms of foreign exchange
transactions, first amongst the multinational banks and 4™ amongst all the
banks in Bangladesh.

The department offers the following Client Solutions Risk Management
services:

Hedging solutions against adverse market movements
Advice on efficient hedging policy

Access to off markets through our global network
Offshore banking unit: a unique system in the local market
Structured product to match customers™ needs

The Treasury division of the Standard Chartered Bank has a centralized
dealing room in Dhaka and consists of the following two areas:

4.2.1 Foreien Exchange

The Reuters monitors placed in the Treasury Division give continuous
updates on exchange rate movements as well as ready access to market
information. Experienced dealers provide advisory services from 8.00 am to
late evening 6 days a week (except Saturday) on hedging techniques and risk
management so that the customers can obtain better value for their foreign
exchange transactions. The Foreign Exchange service includes:

Ready Contracts: Foreign exchange contracts for the same day value, next
dav value or spot transactions.

Forward Contracts: Foreign exchange contracts to hedge exchange risks.
Cross Cuwrency Contracts: The customers can trade a wide range of
currencies.
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Information analysis: The Treasury division publishes daily and weekly
currency news letters, which provide analysis of currency trends and related
issues. Seminars and workshops are conducted for customers from time to
time on foreign exchange related topics. Customers can also have access to
the bank’s information database round the clock through Phone banking.

4.2.2 Money Market and Investment

Standard Chartered Bank’s Treasury division is the local market leader in
debt instruments including both short and long-term fund mismatches
through the money market and takes front line position 1n inter-bank and
market developments. The money is managed through tools like inter-bank
call money rate, government T-bills of various maturities and inter-bank
SWAPS. In future, new instruments like repo and reverse repo will be
introduced which will add to the depth of the money market.

Equipments like telephone, voice recorder, money 2000, telex, sealing
system, time keeper, swipe doors, computers, fax internet are used to ease

and fasten operation of the dealers to conduct deals.

4.3 Institutional Banking Group (1BG)

[t assists the local banks by taking care of their cross-border business
through the worldwide Standard Chartered Bank network. Following are the
variety of financial products offered by this department:

4.3.1 Vostro Accounts

[BG, Bangladesh maintains Vostro Account of banking and financial
institutions worldwide. Customers maintaining such account can remit funds
throughout the country through the Standard Chartered Bank branch network
as well as through —Chartered Bank’s local correspondent relationships.

4.3.2 Nostro Accounts

[n order to increase and promote the correspondent banking business
worldwide, IBG operates Nostro accounts to Bangladeshi banks and
tfinancial institutions in almost all branches spanning the Standard Chartered
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Bank global network. Group branches and subsidiaries provide full clearing
and payment services in the UK, USA, Hong Kong, Malaysia, Singapore
and many African countries. Worldwide payments services are facilitated by
a network of branches supported by electronic cash management (available
in select locations), fund transfer system and membership of SWIFT.

4.3.3 Retail Banking

Retail Banking deals with the banking services to individuals. It includes the
following products and services of the bank:

4.4.1 Current Account

Tailored to meet the needs of individual and commercial customers, our
current account offers benefits like free cheque book, ATM service, Phone
banking, account access from any branch, and instant fund-transfer (free of
charge) amongst our branches in the country. Minimum opening balance
required is Tk.50000. Minimum average balance 1s Tk 50000 but customer
can not get any time of interest on this account.

4 4.2 Savings Account

It is an assortment of best benefits available in the market, offering a wide
range of special treats free of cost to our retail customers. The most
attractive treat is the competitive tiered interest rates, which ensures higher
returns for larger deposits. Anyone looking for an opportunity to build a
sound saving base avail our account, which includes the following benefits:

Free cheque-book, ATM card and phone-banking service

Account access from all our branches in Bangladesh

Opportunities to apply for-safe deposit locker facility, utility payment
service through ATM and any of our personal finance products.

4.4.3 Fixed deposit

[s an 1deal product for nesting surplus deposit for future long term-
investment. SCB’s fixed deposit, known for its high-yield, helps the



customer earn the maximum possible return in addition to the following
features:

Can be opened for a term of 3 months, 6 months or 12 months

Tiered interest rates, offering higher rates for larger amounts interest payable
on maturity

Automatically renewable (with or without interest)

Can be used as security against personal/ commercial loans

4.4.4 Call deposit

It 1s an easy way to short-term savings nto high-yield assets. blending of the
tflexible of a current account with the yield of a fixed deposit. Other features
include:

o (Competitive interest rate
e No withdrawal restriction irrespective of frequency or size subject to
seven

4.4.5 Resident Foreign Currency Deposit (RFCD)

It 1s specially designed for foreign currency accounts for the resident
Bangladeshis. Offer wonderful opportunity to build a deposit base in foreign
currency. Helps make payment for overseas commitments and dues like
credit card bills, traveling expense efc.

Main features

e Offered in USD, GBP, and Yen

e Competitive interest on deposit

e Can only be opened with in | month of arnval from abroad

¢ Deposit can be made in foreign currency only

o (ash withdrawal in local currency only

e [und Remittance (in both LCY and FCY) to any place in and out of
the country (without restriction)



4.4.6 Foreign currency current account

Applicable to Bangladeshis working abroad, it can be opened 1n USD, GBP
and Yen without restriction on transaction frequency. It can be operated
through nominees in absence of the accountholder. Fund remains in foreign
cuwrrency and is freely remittable.

Main features:

e Deposit can be made in foreign currency only (cash, TC or Drafts or
transfer from other I CY account)

o Cash withdrawal from the account 1s in local currency only

e Fund Remittance (in both LCY and FCY) to any place in and out of
the country (without restriction).

e [‘und can be used to make investment in Wage Earners” Development
Bond.

4.4.7 Non- resident foreign currency deposit

A short- term foreign currency deposit account 1s suitable for Bangladeshi
living abroad, offering most competitive interest available in both local and
international markets. Other features include:

¢ Interest paid in foreign currency

e (Can be opened for a term of | month, 3 months, 6 month or 12 months
e Interest rates are tiered (based on amount and term)

Interest patd on maturity

Automatically renewable ( with or without interest)

¢ (an be used as security against personal/commercial loan

e Remittance in both LCY and FCY to any place in and out of the
country

4.4.% Cash Line

This product permits ready access to cash without disrupting interest-
earnings on fixed investments. It provides ready access to cash quasi-cash
investment papers like Terms deposits (Lcy/ Fey) Savings Certificates,
Wage Earners” Development bonds, ICB certificates etc).
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Other features:

e Both Revolving & terminating options

o High utilization Limit (based on security value)

e Quarterly payment of interest (only on the outstanding amount)
e No commitment fee (on unused limit)

4.4.9 Money builder

A unique savings plan that helps customer builds up a sizeable savings base
over a period of years. One can begin with a small amount; add affordable
monthly installments for 5 years get an amazing return on maturity.

On top of all this, client gets a free accident insurance scheme covering the $
years savings pertod.

4.4.10 Personal Loan:

[t 1s an easy and fast loan product that requires minimum documentation no
cash security, no down payment and minimum processing time.

Main features:

e Available for any personal reasons ranging from purchase of consumer
durable, educational expenses to medical treatment.

e 3 different repayment-tenor options-12, 24 or 36 equal monthly
mstallments.

o (an be secured by salary assignment and employer’s undertaking or
personal guarantee.

e (Can be repaid in advance, any time ahead of maturity date

4.4.11Phone Link/ Call Center

Phone link in Bangladesh was maugurated in March 1997. Now Standard
Chartered Bank providing call center service for their customers from July
2004. It helps banking within the dialing distance of the customers,
providing access to account information and details, 24 hours a day from the
privacy and comfort of their homes, offices and cars. Phone link/ call center
service 1s offered to all customers free of charges.



Phone link/ Call center service includes:
Automated Services:

» Account-related services

~ Foreign currency related information

~ Change of Telephone Identification Number (TIN)
~ Credit card related services

Through the Phone bankers one can avail the following services:

Enquiry on the product services

Change of account address

Notification to the bank or captured Money link ATM Cards

Stop Cheque instruction

pay order/ Demand draft preparation (to be collected later by the
customer)

Status enquiry on remittance

Renewal of fixed deposit or opening of new fixed deposit

~ Other account opening assistance

AU G T B |
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4.4.12 Money link :

Standard Chartered Bank launched Money link ATM in 1994, the first bank
to offer service in Bangladesh. Money link ATM service 1s free of charges,
otfering the following features:

e Cash Withdrawal & deposit
e Cheque deposit

¢ (Cheque book request

e Change of PIN

e Printing of mini-statement
‘e Payment of utility bills



4.4.13 Safe deposit locker:

Our safe deposit locker service offered from all branches gives you a
modern facility for safekeeping of precious items, confidential documents
and other valuables, other features:

e Personalized service from a dedicated locker officer

e Available to any customers (for an annual fee which depends on locker
size)

e Accessibility any time during the banking hours

e No additional charge for locker visit

4.4.14 Priority Banking:

Standard Chartered Bank Bangladesh offers Priority Banking, a special
service package for our valued customers. Under this segment an exclusive
combination of services are offered to customers who signed up for it. Some
of the benefits offered under the program are:

A Priority Card that recogmzes client’s Priority Status at all our local
branches and also at our global Priority Centers

Higher withdrawal limit per day from all ATMs in Dhaka, Chittagong &
Svlhet

Privileges associated with the Priority card in reputed hotels, restaurants and
stores locally and globally

Exclusive Priority Center in Dhanmondi & Sylhet with reserved parking
space

Dedicated Customer Relationship Personnel at the Priority Centers

And also commission free SCB Visa travelers” cheques against travel quota.
swifter transactions, pre-arranged banking services and invitation to special
social and cultural events

All one need to do is to meet the priority criteria (set in terms of deposit
value), and sign up the relevant forms and the client will immediately be
eligible for all the benefits

In summery, some of the basic products and services oftered by the Personal
Banking division are: Current Accounts, Overdraft on Current Accounts,
Foreign Currency



Term Deposits, Local Currency Cash Cheques, Cheque Purchase, Drafts
Savings Accounts, Term Deposits, Telegraphic Transfers, Traveler’s
Cheques, and Personal Loans.

4.5  Savings Schemes

The bank offers the following savings schemes:

4.5.1 Education Savings Scheme:

[hese days™ parents are finding themselves financially hard pressed to bear
the educational expenses of their children. Educational expenses, along with
other ancillary costs are soaring up as parents are desperately searching for
quality education. To relieve you from this scourge, Standard Chartered has
come up with an innovative product that would enable you to save a portion
of vour monthly income in “Education Savings Scheme”.

The “Education Savings Scheme” gives you the opportunity to create a long-
term wealth for your children. Through this scheme you can invest part of
vour monthly income 1n equal monthly installments and at maturity you will
be rewarded with a handsome amount that has to incur.

[Unlike the other barks in Standard chartered you do not require to come to
the bank or send someone deposit the installments. Your installments will be
deducted automatically from any fransaction accounts that you will be
required to maintain with us. Notable features of the scheme are:

e This s a fixed term savings scheme to be sold in units

e (ustomer can buy any number of units

e The scheme requires an initial deposit Tk.10.000, which will be

~ followed by monthly installment of Tk.1000 per unit

e The scheme is for 3 years or 10 years or 15 years

e [t will be a non-transactional account where interest will accrue on
daily basis and will be credited on monthly basis

e The sign-up fee for the scheme will be Tk.250 per umit, with a
minimum of Tk.500 and maximum of Tk.10,000



If any customer desire to discontinue the scheme prior to maturity, a
penal fee @ Tk.250 per unit (with a minimum of Tk.500 and
maximum of tk. 5000) will be deducted from the account and the
balance proceeds ( calculated on the amount incorporating the last
interest credit amount, the fraction days will not be considered ) will
be credited to his transaction account

Failure to make three consecutive installments will result in immediate
closure of the scheme and a penal fee (@ Tk. 500 per unit will be
charged

The interest rate applied on the collection account will be 3% higher
than the rate offered on the scheme account

If there 1s any tax payable under the scheme, it will be deducted from
the amount payable to the account holder

In case of death ot Education savings Scheme holder the account will
cease and the amount deposited till the time of death and accrued
interest will be paid to the nominee.

4.5.2 Rainy Day Savings Scheme

This 1s a fixed term savings scheme sold mn units. To buy one unit need to
deposit Tk. 10,000 and a monthly deposit of Tk.1000 till the maturity of the
scheme. The scheme is available in 3 years or 10 years period. In the
accounts under the scheme interest accrue in daily basis and credited
monthly. This ensures higher returns on your hard-earned money.

Standard chartered Bank’s existing customers who are:

Bangladeshi
above 18 years of age
reside 1n the city where SCB has presence

[ vou are not customer, you can also open it prior to that you have to open a
Savings, Current or an Access account with us.

Other Features:



This is a fixed term savings scheme to be sold in units

e customer can buy any number of units

e The scheme needs initial deposit Tk.10,000, which will be followed by
monthly installment of Tk 1000 per unit

e The scheme is for 3 years or 10 years

e [t is a non-transactional account where interest accrues on daily basis
and credited on monthly basis

e The sign-up fee for the scheme will be Tk.250 per unit, with a
minimum of Tk.500 and maximum of Tk 10,000

¢ Failure to make three consecutive installments will result in immediate
closure and a penal fee (@ Tk 500 per will be charged.

o The interest rate applied on the collection account will be 3%higher
than the rate offered on the scheme account

e In case of death of Rainy Day Savings Scheme holder the account will

cease and the amount deposited till the time of death and accrued

interest will be paid to the nominee.

4.5.3 Millionaire Scheme:

Terms and conditions:

e This s a fixed term savings scheme. Customer can buy any number of
Millionaire scheme.

e The scheme requires an initial deposit of BDT 100,000, which will be
followed by monthly installment of BDT 10,000 till maturity.

e The scheme is for 5 years 9 month and 10 years.

¢ [t will be non-transactional account where interest will be accruing on
monthly basis and will be credited on monthly basis.

o The sign up fee for the scheme will be BDT 2,500 per unit

o [f any customer desires to discontinue the scheme prior to maturity, a
penal fee @ BDT 5000 will be deducted from his account and the
balance proceeds ( calculated on the amount incorporating the last
interest credit amount, the fraction days will not be considered) will be
credit.

o Failure to make three consecutive installments will result in immediate
closure and a penal fee @ BD'T 5000 will be charged.



In case of forced closure (non-payment of three consecutive
installments) before 1 year, a penal charged @BDT 7500 will be
charged.

The interest rate applied on the collection unit will be 3% higher than
the rate offered on the scheme account.

If there is any income tax payable under the scheme, it will be
deducted from the amount payable to the account holder.

The rates of interest payable on the scheme are subject to change
without any prior notice & this may affect the matured value of the
scheme.
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5. Performance and Growth of SCB
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5.1 Performance and Growth:

Performance and growth of SCB are presented separately in the following
table:

5.1.1 Total assets:

Year | 1999 T 2000 | 2000 [ 2002 | 2003 |

|___kear . = | ]
“Growth% | 7.41% | 8.62% | 9.08% 0.10% | 1047% |
Source: Annual report 2003

[t is observed from above table that during 1999 to 2003 total assets of the
bank has increased in every year. The highest total asset in 2003.1t is Good
sign for the organization.

5.i.2 Total Deposits:

Year | 1999 [ 2000 | 2001 [ 2002 | 2003
I - T -
|
|

Growth% | 9.20% 9.13% 10.42% | 1331% | 14.55%

Source: Annual repart 2003

From the above table we observed that deposit ratio has decreased only in
2000. Except year 2000, deposit ratio has increased in every year. The
highest deposit ratio was in 2003.

5.1.3 Total loans and Advances:

Year | 1999 2000 | 2000 | 2002 | 2003
Growth% | 932% | 1120% | 1011% | 1290% | 1371%
Source: Annual report 2003

[t 1s observed from the above table that loans and advances highest in
2003.0nly 1t has decreased in 2001.

5.1.4 Advances/ Deposits Ratio:

Year | 1999 2000 | 2001 2002 | 2003
I

- _— - } — — -
Growth% 83.92% 83.11% | B8531% 86.94% 86.30%
Source: Annual report 2003




From above table we observed that after 1999 it has decreased in 2000 again
it has decreased in 2003.The highest Advances/Deposits Ratio in 2002. It is
fluctuating.

5.1.5 Classified advances as% of Total advances:

221% 2.32% 231% | 266% | 2.75% \

Year | 1999 | 2000 2000 | 2002 2003 |
Growth% B
Source: Annual report 2003

From the above table we observed that classified advances as% of total
advances is highest in 2003 After 2000 it has decreased in 2001.It is
fluctuating but lowest amount of ratio is a good signal for the organization.

5.1.6 Non-Interest bearing assets:

[ Year ’ 1999 [ 2000

| Growth% [-9.05% | -10.75%

Source: Annual report 2003

2001 2002 2003 |

-15.05% | -2032% [ -36.05% |

These constitute a very important part of the income as it directly hits the
profit loss of the bank.

From the above table we observed that for SCB this ratio is declining

through out the year 1999 to 2003 and the ratio go to decline from -9.05% to
-36.05%.

S.1.7 Return on Assets (ROA):

[ Year | 1999 | 2000 | 2000 | 2002 2003
| Growth% | 1.00% [ 1.89% | 186% | 220% | 341% |

Source: Annual report 2003

From the above table SCB has both increasing and decreasing trend of
Return on Assets. In 2000, the ROA of SCB was 1.89% compared to 1.00%
in 1999 It has decreased in the following year to 1.89% to 1.86% in 2001.
And 1n the last two years the ROA for SCB was increased.
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5.1.8 Profit after Tax and Provisions:

The following table indicates that, the net profitability of the bank increased

and also found to be kept growing during the year 1999 to 2003.

Year

1999

2000 2001

2003

" Growth%

59.03%

Source: Annual report 2003

 61.86% 63.11%

65.94%

70.99%

From the above table profit for SCB has increased in every year. The highest
profit in 2003.This 1s a good sign for the organization.

O ¥

1999 2000 2001

Profitability Trend

2002 2003

g Ratio
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Analysis:

ANZ Grind lays bank was the number one bank at the time of acquisition by
Standard Chartered, which were the number two banks at that point in time.
After these two banks merged, it became the largest private bank in the
country with 80% market share among the foreign commercial banks.

Obviously, their profit has increased in year 2000 after acquisition of Grind
lays. However, SCB decided to exit some of the Grind lays relationships due
to its own policy constrains.

From the table we can say that the profit increased to 70.99% in 2003
compared to 59.03% in 1999 The profit stands 70.99% which is higher than
before last four years.
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6. Appraisal of the Deposit
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Appraisal of the Deposit

6.1 Terms and conditions

In consideration of the Bank agreeing to open of the current/savings Account
and / Short Call/ Fixed Deposit account or any other accounts in the name of
the personal /Sole Proprietorship/ Partnership/Public or Private Company
denominated in Taka (or any other currency account (s) in the name of the
above mentioned account holders and continuing to offer banking facilities
to them, the Applicant (incase of personal/sole proprietorship) or Applicants
(partnership/Public or Private Company) agrees the following general terms
and conditions:

Bank Accounts:

Applicant/applicants authorized the bank to act on signed mstruction or
documents drawn or accepted in accordance with the signing instruction
given. For making payments of cheques, bills of exchange, promissory
notes, standing orders, direct debits, issue of drafts, mail and telegraphic
transfers, purchases and sales of securities and foreign currency and any
other 1nstruction by debiting such account(s) whether in credit or otherwise;
and

To accept any other instructions regarding such account(s) including
instructions for the closure of such account(s).Any funds received by the
bank on my behalf of applicant are to be credited to the relevant accounts
unless the bank receives written instructions from applicant The Bank acts
only as applicant’s collection agent and assumes on responsibility for the
realization of any items deposited with the Bank for collection by the bank.
The Bank reserves the right to debit any account that may have been
exceptionally credited with an item subsequently unpaid on collection.

The bank acts only as applicant’s collection agent and assumes on
responsibility for the realization of any items deposited with the Bank for
collection. Proceeds of cheques or other instruments deposited are not
available for withdrawal until collected by the bank. The Bank reserves the
right to debit any account that may have been exceptionally credited with an
item subsequently unpaid on collection. The Bank may refuse to accept for
the collection cheques drawn in favor of third parties or if the payee’s name
1s not identical to applicant name on the Bank’s record. The Bank will not
accept for credit to the account any cheques or draft in favor of a third party
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crossed or denoted ‘A/c Payee’ (or any words of similar effect). Any
cancellation of any crossing or denoted as above shall be null and void.

The Bank may also in its absolute dissection issue applicant with a
chequebook. If a chequebook is issued, applicant undertakes to be
responsible for its safe custody at all times and will immediately notify the
Bank if this or any of the cheques contained therein, is lost or solemn. The
Bank may in its absolute discretion, accept from my any stop cheque
instructions (either orally or in writing) in cases where applicants have lost
the relevant cheque or, in other circumstances in which it shall be allowed be
law and agreed by the Bank. Should the Bank accept ant such instruction
from applicant or form some other person purporting to be applicant, he/she
indemnify the Bank against any loss, damage, cost (including any legal cost)
or demand incurred by it as a result of, or in connection therewith.

Applicant will be liable for any overdraft or other facilities arising in
connection wit any of the above account (s) and authorize the Bank to debit
any such account (s) with all or any interest (including compound interest),
commission and other banking charges, costs and expenses (including any
legal costs) incurred in connection therewith at such rates as may be
determined by the Bank from time to time in its absolute discretion. He/she
will also pay to the Bank any such amounts, in the manner and, at such
times, as may be required by the Bank it its absolute discretion.

Any and all amounts credited to the above account (s) while any overdraft or
any other banking facilities in connection therewith is current shall firstly be
applied by the Bank to reduce any interest (including compound interest)
payable until the interest is paid in full. Then and only then shall any such
amount so credited be applied to reduce the principal amount or any such
overdraft or any other banking facilities.

The Bank shall always be entitled without notice to applicant to levy or
impose all customary banking and other charges and expenses in respect of
any of the above account (s) or in respect of any other banking facilities
provided to applicant by the Bank and to debit the relevant account (s) in
accordance with the Bank’s normal banking procedures. Such charges are
not refundable upon termination of any or all of my account (s).

Applicant authorize the Bank to accept for safekeeping, collection or for any
other purpose, any securities or other property deposited with the Bank or
received from applicant and released applicant or deliver or give up any of
these against written instructions.
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These deposits and their payments are government by the laws in effect from
time to time in Bangladesh and are payable only at the Branch of Standard
Chartered Bank in Bangladesh where the deposits were made.

Any deposits or withdrawals in respect of any of the above accounts may be
made at any of the Bank’s Branches in Bangladesh subject to the production
of evidence of identity satisfactory to the Bank and, to payment of any
customary charges that may be levied by the Bank from time to time, for
this.

The rate of any interest payable on any account may be displayed by the
Bank at its various Branches in Bangladesh and further, and this may be
subject to changes without notice to applicant. Interest on any account will
accrue in arrears from day to day in or, as otherwise determined by the Bank
(in its absolute discretion), and be credited by the Bank to the relevant
account (s).

The Bank may, at its sole discretion, allow pre-mature withdrawal of fixed
deposits. All such pre-mature withdrawals will be subject to levy or
penalties and charges, as the Bank may determine and that these may be
subject to change without notice to applicant.

There can be nisks associated with any account (s) denominated in foreign
currency, convertible account and foreign currency investments.
Accordingly and solely responsible for all such risks and any costs and
expenses howsoever arising (including without limitation, those arising from
any international or domestic legal or regulatory restrictions) in respect of
any such account (s) Withdrawals or dealings on any such account 9s) are
also subject to the relevant currency being available at the Bank’s relevant
Branch. Conversion from one currency to another shall be at the rate of
exchange as determined by the Bank (in its absolute discretion) from time to
time.

The Bank will send or deliver to applicant a statement of account (s) at least
half yearly (save in respect of any account that has, in the sole opinion of
the Bank been inactive for the period of one year or more, such statement of
accounts will be send or delivered by the Bank annually) or in each case at
such other intervals ass may be agreed between the Bank and applicant from
time to time and he/she 1s solely responsible for promptly examining all
entries thereon and that he/she must give the Bank written notice
(Notwithstanding the provisions of paragraph 4) within 14 days of the date
of the relevant statement of any discrepancy that I believe exists between
any such statement and he/she own records.

Applicant authorizes the Bank to respond, if 1t shall choose, to any and all
imquiries received from bankers concerning the above accounts without
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reference to applicant. For the avoidance of doubt any such response may
include a Bank reterence.

Applicant may close any of the above accounts by giving prior written
notice to the Bank. The Bank ma, however, either, at its own instance or, at
the instance of any court or administrative order, or otherwise close, treeze
or suspend dealings on any of the above accounts without prior notice to
applicant or without being liable for and breach of any duty it may owe to
applicant.

In relation to any dealings in respect to any of the above accounts, the Bank
shall not be liable for any loss resulting from my death, incapacity or
bankruptcy (or any other analogous event or proceeding) unless and until the
Bank has received written notice of any such event together with such
documentary evidence as the Bank may require. Further, the Bank shall not
be liable for any loss, damage or delay attributable in whole or part to the
action of any government or government agency or any other event outside
the Bank’s control (including without limitation, strikes, industrial action,
equipment failure or interruption of power supplies) provided that the Bank
shall in each case endeavor to give notice generally to its customers or any
anticipated delays due to any of the above events by notice in its Branches or
otherwise.

In respect of accounts opened in the name of minors (whether or not jointly
with an individual who s not a minor), the Bank shall be entitled to act on
the instructions received from the guardian named on the account opening
form, irrespective of whether the minor or not, unless the Bank receives
written notice to the contrary from an appropriate authority.

Applicant/applicants may arrange with the Bank for advances (by way of
discount, loan, overdraft or otherwise) and for the granting of credits and the
issue of guarantees, or any other form of accommodation by the Bank from
ume to time as required and to sign and the accept on my/our behalf any
form of security whatsoever as may be required by the Bank as security for
the same, and
The Bank of any overdraft facility or other accommodation shall construe
nothing in this mandate such as to constitute any approval. In each case the
Bank may only expressly agree these after separate application. Further,
continuation or withdrawal of any such facilities may be granted or refused
at any time by the Bank in its absolute discretion.
Anv demand or communication made by the Bank under this mandate shall
be in writing and made at the address given to the Bank in writing from time
time and if posted, shall be deemed to have been served on the
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Partnership/Proprietorship concern on the date of posting, the terms and
conditions of this mandate shall be governed by and construed in accordance
with the laws of Bangladesh. Irrevocably submit to the non-exclusive
jurisdiction of the Courts of Bangladesh.

The Bank be forthwith supplied with a copy of the Company’s constitutive
documents and with a copy of each amending resolutions as soon as the
same has been passed together with copies of all current certificates and
other documents evidencing the formation of the Company and all current
licenses, approvals and consents for the Company to carryon its business in
Bangladeshi which the bank may request from time to time;

Any demand or communication made by the Bank under this mandate shall
be in writing and made at the address given (or such other address as the
Company shall notify the Bank in writing from time to time) and, if posted
shall be deemed to have been served on the Company on the date of posting;
The Bank be supplied with a list of the names and specimens of the
signatures of all the authorized person (s) and be from time to time informed
by notice in writing under the hand of the Chairman/Managing Director of
the Company of any changes to this, and be entitled to act upon any such
notice until the receipt of further notice under hand of the
Chairman/Managing Director of the Company,

The resolutions in this mandate be communicated to the Bank and remain in
force until amending resolution shall have been passed by the Board of
Directors of the Company and a copy thereof certified as a true copy by the
Chairman/Secretary of the Company shall have been delivered to the Bank,
[n addition to that, applicant/applicants of the above mentioned Accounts
(incase of Personal/Sole Proprietorship) or Applicants (Partnership/Public or
Private Company) should be abiding by the following terms and conditions:

Automated Teller Machine (ATM) Money link (the card)

(a) The Bank may 1n its absolute discretion issue Card (s) to applicant A
Cared is the property of the Bank and applicant will surrender it
unconditionally at the time of closing account (s) or upon demand by the
Bank at any time.

(b) Applicant will immediately notify the loss or theft of a Card or of
unauthorized acquisition of the personal identification number relating to it
and shall accept full responsibility for all ATM transactions effected by use
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of a Card until such time as the Bank confirms to applicant that it has
received this nofice.

(¢) The Bank’s record of all ATM transactions effected by use of a Card
will be conclusive and binding on applicant for all purposes. The amount
stated on the ATM screen or printed on ATM inquiry slip shall not be taken
as conclusive of the state of applicant account with the Bank.

(d) Applicant will indemnify the Bank and keep 1t indemnified for any
loss, damage, costs, (including legal costs) claims or demands arising in
connection with the use, loss or theft of any ATM Card 1ssued to applicant
or, resulting from any mechanical defect in or malfunction of, or
insufficiency of funds in the ATM.

(e) For the protection of customers and the Bank, all deposit envelopes
will be opened in the presence of two Bank staff members. Cash deposited
will be credited to the account by the next working day, that cheques
deposited will be sent in clearing by the next working day and account will
be credited will be subject to realization. Instructions will be acted upon by
the next working day. All deposits and accepted subject to verification by
the Bank. The Bank’s verification will be considered correct and will be
deemed to be the amount deposited by applicant. The Card may be used for
pavment of electricity, telephone and other utility bills in accordance with
the details given on the account opening form/in any other manner and
applicant notify the Bank immediately of any change. The Bank will act as
an mtermediary any in transferring funds from the account 1n settlement of
the said bills. The Bank shall not respond to, and shall not be a party to any
dispute regarding the correctness of the bills, or regarding the electricity,
telephone or other utility service. The Bank shall not be liable for and I
hereby 1irrevocably release the Bank from any liability for excess,
insufficient, late or incorrect payment of the said bills or any consequence
thereof (including, but not limited to, termination of service) or any other
loss, damage, claim or proceedings that may arise as a result of the payment
of such bills by this method. In particular the Bank shall have no hability
arising from misuse of the Card, malfunctioning of the ATM or otherwise)
whatsoever and whether similar to the foregoing or not.
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Banking Instructions by Telex/Facsimile

Unless instructed by applicant in writing to the contrary (notwithstanding the
provisions of paragraph 4) the Bank 1s authorized, but not obliged, to act on
my banking instructions (including any instructions required by or, given by
me in relation to these terms and conditions unless these terms and
conditions otherwise expressly state to the contrary) transmitted through a
telex or facsimile machine.

Applicant shall release the Bank from and indemnify and hold the Bank
harmless from and against all actions, suits, proceeding, costs, claims,
demands, charge, expenses, losses and liabilities however arising in
consequences of or in any way related to:

The Bank having acted in good faith in accordance with written telephone,
facsimiles or telex instructions (s), not withstanding that such instruction 9s)
as above may have been initiated or transmitted in error or fraudulently
altered, misunderstood or distorted in the lines of communication of
transmission; and The Bank having refrained from acting in accordance with
my written telephone, facsimile or telex instruction (s) by reason of fatlure
of actual transmission thereof to the Bank or receipt by the Bank for
whatever reason, whether connected with fault, failure or unread ness of the
sending or receiving machine; or Applicant’s failure to forward all original
copies of facsimile instruction (s) to the Bank within such period as the Bank

may specify.

Banking Instructions by phone (Phone link)/ (Call Center)

‘pplicant authorized the Bank (in its absolute discretion) to follow/ace on
my oral or instructions by telephone (including any instruction required by
r. given by applicant, in relation to these terms and conditions unless these
terms and conditions otherwise expressly state to the contrary.
“pplicant will not reveal Telephone identification Number (TIN) to anyone.
lis her oral instruction (s) 1dentified by my correct Bank Account Number
and TIN shall be deemed to be proper. Accordingly, the Bank shall be
=ntitled to rely on any such instructions. Should the Bank accept any such
nstructions from me, or from some other person purporting to be applicant
ndemnify the Bank against any loss, damages, costs (including legal
sts) or demands incurred by the Bank as a result of or , in connection
therewith.
e Bank may in its absolute discretion require that writien confirmation of
mstruction (s) be received by it within such period as the Bank may
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specify. Where more opens any of the above accounts that one person any
such oral instructions and the Bank shall be entitled to rely upon such
instructions.

Hold Mail Service

[t applicant request this service, the Bank will hold all mail, addressed to
um’her for a maximum period of 3 months from receipt and such mail so
held personally or through an authorized person, unless | advice you to the
contrary in writing. The Bank is authorized to charge a reasonable fee for
this service and to hold, open and/or handle all such mail in such manner as
the Bank deems fit. If fail to collect any such mail the Bank may return it to
me in accordance with paragraph 13 and in doing so the Bank shall be
discharged from all responsibility or liability. Notwithstanding that until
applicants have collected any mail, although may not have knowledge of the
contents of the mail, which may have legal consequences or affect rights
vith the Bank, shall bear the risks of any such consequences. Applicant
znorance of the contents of any mail being held by the Bank 1s not, and will
not be a defense to the bank’s claims for all purposes and in all courts of law
vhether before or after termination of my account relationship with the
Bank.

\ominee

1 the event of applicant/applicants death, the Nominee shall receive/drew

the amount of deposit held by the account.
the event, the Nominee so authorized remains a minor at the time of

death. the legal guardian is authorized to received/draw the amount of the
Jeposits held by the Bank in account.
The Nominee so authorized, shall be entitled to all accounts to the exclusive

¢ all other persons 1.e. heirs, executors, and administers and all other person
claming through or under me/us and payment made by the bank to the
“.ominee in purchase of this authority shall be binding on all other persons.
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Set-off Consolidation Rights

I'he bank may at any time from time to time without notice combine all or
any or accounts and liabilities with it in Bangladesh or elsewhere, whether
singly or jointly with any other person or set off all or any monies standing
to the credit of such accounts including my deposits with the Bank (Whether
matured or not) towards satisfaction of any of my liabilities to the Bank in
Bangladesh or elsewhere, whether nature.

Governing Law

These terms and conditions shall be government by and construed 1n
accordance with, the laws of Bangladesh irrevocably submit to the non-
exclusive jurisdiction of the courts of law of Bangladesh. Such submission
shall, however, not prejudice the rights of the bank to bring proceedings
against me in any other jurisdiction or courts of law elsewhere.

6 2 Document needed to open an account:

For Sole Proprietorship For Unregistered Partnership

a) Copy of trade license a) Copy of partnership deed of the firm.
b) Photograph(s) of signatories  b) List of partners with their address
¢) Sole proprietorship declaration ¢) Copy of trade license

d) Photograph (s) of signatories.

For Public/Private Limited Company

e Certified true copy of the Memorandum and Articles of Association of
the Company.

o Certified of imcorporation of the Company for inspection and return
(along with a duly certified photocopy for Bank’s records).

o (ertificate from the Registrar of joint Stock Company that the
Company is entitled to commence business (in case of Public Ltd. Co.
tfor inspection and return along with a duly certificd photocopy for
bank records).

e [xtract of the Resolution of the Board/General Meeting of the
company for opening the account and authorization for its operation
duly certified by the Chairman of the company .



o Photographs of signatories.
e List of directors with addresses.
o Copy of Trade License.

6.3 Know vour customer

In order to comply with new anti-money laundering law SCB has developed
a strong KYC policy. It ensures that the deposit takes by SCB are from a
legitimate source. SCB does not allow just anyone to open their account
without first checking their background and verification of income/source of
aeposit.

6.4 Analysis of Interest Rate Of SCB

Interest Rate Matrix — (Effective-U1 May 2004)

A. Deposit Rates

| Current Account (LCY & FCY)

Minimum balance required | BDT 50,000 or equivalent ]
Interest Rate [ No interest is paid |

2. Savings Account (LCY)

\inimum balance require_.d : __| BDT IO0,0W ‘

Monthly Average Balance Interest Rate |
‘Below BDT 100K ' 0.00% ]
BDT 100K upto BDT 500K |  4.00%
"BDT 500 K up to BDT | M 4.25%

BDT | M and above O 425%
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3. Resident Foreign Currency Deposit Account (FCY):

Minimum balance is required-USD 1000 or GBP 500 or equivalent. No
mterest to be accrued if the balance falls below the minimum amount.

Interest rate-based on international market rates and Bangladesh Bank
cuidelines-to be advised by Global Market to all branches from time to time.

4. STD Account —Consumer Banking:

Mmimum balance required BDT 250,000. If balance falls below BDT
250,000, no interest will be accrued.

Interest Rate 3.00% to 5.00%.

S. Fixed Deposit (LCY):

Minimum Amount Required: BDT 100,000

 Tenor ‘ BDT2M& | Above BDT2M | Above BDT 10M
| Below & up to BDT 10M
| Month i j 500% 5.50% 550% |
3 Months 6.00% 6.20% 6.30%
6 Months | 6.40% - 6.50% 6.75%
1Year | 650% | 675% 7.00%
15 Months ! 650% |  675% 10.00%
| 2 Years ' 6.50% 7.00% 725%
3 Years 7.25% 735% | 7.50%
4 Years 7.45% 7.60% 7.75% i
5 Years 7.60% 1.75% 780% |




Analysis:

SCB 1s the number one foreign bank in the country. It offer a value
proposition of the customer and tells them that it will provide the widen
range of products in the world class services to its clients.

Banks always tries to maximize number of accounts, as there 1s no interest
that brings down banks average cost of fund. Ideally banks would like to
have 100% of the deposit in current account but in reality they have to bring
in a combination of all-them.

Peer Group of Interest Rate:

Peer group analysis is a systematic way to show the combined scenario of
different bank, which is a focus on the interest rate structure of the banking
industry. It is done to evaluate and compare the banks performance with the
reasonably similar banks to 1dentify strength and weakness of the bank.

' SCB NCCBL [ ES Bank |
_Current 0% 0% | 0%
STD 3.00%-5.00% 6.00% | 7-10% ]
FDR ~ |5.00%-7.80% | 8.50%-10.75% _‘ 10-12% |
SBA | 4.00%-425% | 85% 6-8%

Analysis:

SCB has taken a conscious decision not to compete with other banks pricing
strategy. Resultantly the interest rates are the lowest in the industry than
NCCBL and ESB.

NCCBL and ESB generally have to offer high interest rate in FDR, STD and
SBA to attract deposit where as SCB does the same through current account
with 0% interest rate.

6.5 Number Of Accountholders In Corporate Banking

The following table shows that the accountholders trend of Corporate
Banking was increasing during 1999 to 2003. From the table we can say that
SCB has qualifying full bank status, which 1s enable expansion of the
accountholders network, and thus significantly increasing their service
efficiency. - )

1999 2000 | 20001 | 2002 | 2003
2000 4500 4725 5500 | 6700

58



7. Problems of Corporate Banking in Standard
Chartered Bank
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Problems of Corporate Banking in SCB

a) Problems of Cash Management:

L.ow deposit interest rate:

Deposit interest rate is very low here in SCB. This is the main problem of
keeping deposit in SCB. Investors those who are less bothered for the
security of the money they become dissatisfy of the present interest rate of
SCB.

Hidden charges:

If there are more than 8 transactions per month bank charges TK 12.5 for
each transaction. And the relation ship fees ledger fess, minimum balance
fess theses are all automatically deducted from client account.

I ower service quality:

Because of the large number of customer SCB sometimes fails to keep it
quality. It can’t satisfy the large number of customer at a time. As a result,
the service quality gets down than other FCB.

Irregular Bank statement and Poor advisory services:

Bank statement are very irregular that provided by the bank. Soinetimes
customers are not advised when a check 1s bounced.
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Lack of contact with customers:

Customers are often not advised by the contact person, as there is large
number of accounts existing in client manger.

Maximum number of current account:

Bank always tries to maximize the number of current account, as there is no
mterest of this account. And eventually it brings down bank’s average cost
of fund. Ideally bank would like to have 100% of the deposits in current
account but they have to bring in a combination of all account. But SCB
emphasizes more on current account.

Discourage fixed deposit:

Bank generally discourages customers keeping in FDR account. Bank
isually does it to minimize the cost of fund but customers are sometimes
deprived of the advantages of keeping money in SCB.

51 Problems of lending area in Corporate Banking :

Prompt actions for payment delay:

Sank can take very strong action almost promptly incases of delaying
pavment and it will exit the client if irregularities continue.

Difficulties in opening an account:

“lients also have to have property managed account and business in order to
take loan of SCB.

61



¢) Problems relating to customer service :

Standing on a big queue:

Customers need to stand on a queue to get the service and most often they
have to wait for long time on the queue for satisfying their need or for
getting their required services. Most often the customers feel boring and
irritating to stand in the queue.

Waiting for long time:

Numbers of customers get entered into the bank at a time to get their service
done, which results a big queue. Because the service providers are fixed so it
takes time to serve all the customers at a time and the customers feel
unhappy to wait for long.

Not enough arrangement to sit:

Arrangement to be sited for waiting is very few in Narayanganj branch.
There seat arrangement only for five to six persons and customers mainly
aged person face a big problem to wait.

Minimum number of service provider:

The numbers of service providers are not satisfactory. At present there are
only three employees in the customer service department to serve the
customers. Most often they can save the customers successfully but some
times the number of customers became very large and it becomes tough to
serve them quickly.

Referring to others:

Referring to others is a big botheration to the customers and they feel
irritating to go from one to another. As for an example the stop payment of
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lost cheque is supposed to be done by the customer service but now the cash
department (back office) does it.

d) Problems faced by the service providers :

A big number of customers come together with queries:

Everyday the service providers of customer service face a big number of
customers come together with their various quarries. The time serving all the
customers are quite difficult and really a tough job. Every customer wants to
get his job done immediately and he/she does not like to wait to wait for
long time. The service providers are fixed and limited but the customers are
not limited. A numbers of customers come at time and want to get their
service and it becomes a hard job for the customer service provider to satisfy
all the customers at time.

Verities of queries:

Every day a big number of customers come inside the bank with their
varieties of quarries. At a time the customer service provider has to handle
different types of quarries and questions. Customers do not want to wait and
every wants to get his job earlier. It is really difficult for the service provider
to satisfy all the customers at a time.



8. Prospects of Standard Chartered Bank
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Prospects of Standard Chartered Bank

> Having a very good progress

> Large scale business

> More secured

> (Good shape in talent managements

> Staff engagements

> Extensive research of new identity

> High reputations & market perception

>(Giving awards to the employees for their encouragement

> Emphasize more on consumer banking.

> Cost efficiency

> Capital efficiency

> Low interest rate for loan

> Prompt an excellent trade services

> Dedicated relationship manager

> Advisory services

> Stable growth rate with underlying economic uncertainties and at a
Turbulent world situation

Explanation:

Having a very good progress:

After the acquisition with the ANZ Grindlays bank SCB 1s having a very
good progress. Moreover they are broadening their activities through out the
whole country that has been a drive to get more profit out of their existing
business and this continue I hope.

Large scale business:

SCB has large scale of business like cards, internet banking, consumer
banking and many other activities in its operation.
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More secured:

Keeping deposit in SCB gives customer more satisfactory than any other
bank in Bangladesh. Instead of having low deposit interest rate investors feel
SCB safer.

Good shape in talent managements:

[t is in a good shape in having a tremendous talent at all levels of bank. With
an increase of talent management to focus on launching a new approach to
organization it is encouraging its employees to have more control over their
own training development and make it profitable as well.

Staff engagements:

Staff engagement has a great impact to grow up the performance of the
bank. Employee engagement in decision-making will have significant effect
to improve the quality of the bank, which is very prominent in SCB’s
environment. By strengthening the leadership development with progress it
will act as a touchstone for all employees in helping to meet the need of the
customer of the bank.

Extensive research of new identity:

Through the extensive research of new identity and the survey of theses
innovative financial product and services, it can have better customer
satisfaction, which will reflect the customer’s lifestvles and aspiration as
well.

High reputations & market perceptions:

As a foreign bank SCB enjoys a very high reputation and market perception
as well. It also has a number of supporting products, which are delivering
through cash management. Moreover in 2003 it celebrates its [50 years as a
company. This longevity says a lot about their strength and the market
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position they hold. There is a great opportunity to deliver on step change in
performance by continuing to be innovation and progressive in the market.

Giving awards to the employees for their encouragement:

SCB takes a number of initiatives that inspire the employees to have a better
performance. They have started giving award to the employees those who
have highly responded to meet the challenges it has faced from the
difficulties. This initiative is encouraging them for the best utilization of
their opportunities.

Increase emphasizing more on consumer banking:

In addition SCB has increased and emphasize on their consumer banking.
This is where the greatest opportunities lies as the middle-income earners
increase in size and prosperity in the market.

Cost Efficiency:

SCB 1s having an upward tread in cost/income ratio, cost performance and
the cost income ratio will improve more in future. It could have a great
control on cost through tighter project management and stick discipline on
general expenditure.

Capital efficiency:

Having carefully assessed the capital needs of the business to achieve
ambitious growth object SCB considered that it has an excess of capital in its
owi.

L.ow interest rate for loan:

SCB 1s giving a very low interest for loan and this 1s where a great
opportunity lies to have more customers.
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Prompt and excellent trade services:

It is having a very prompt and excellent service in trade department.

Dedicated relationship manager with good advisory services:

It 1s having a very dedicated relationship manager with limited accounts
holder. These managers are also very good in advisory services.

Stable growth rate:

It has stable growth rate with underlying economic uncertainties and at a
turbulent world situation. It is continue to grow although the pace of growth
will reflect on economic uncertainties and it focus on sustainable return.
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9. Suggestions for the development of bank’s
performance and customer services:
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Suggestions for the development of bank’s performance and customers
services:

These guidelines mentioned below will help the bank officials to do
better performance and to get more customer satisfaction in useful problem
resolution.

SCB should lower its minimum balance requirement

SCB should lower its bar 1.e.: its minimum balance requirement to give
access to more clients.

Increase the number of alternate channels

It can deliver its services through alternate channels like increase number of
ATM’s, introduce transaction module in internet banking for customer.

Increase the stuff’s strength

It should increase its stutf’s strength to give better quality services to
customer, which should also train its front-end people to have interaction
with customers.

SCB should higher its deposit interest rate

SCB should higher its deposit interest rate, as it i1s lower than other private
commercial bank’s.

SCB should improve its service quality

To sustain over the competitive pace SCB should grow up its quality to
attract more customers. It should be regular to provide bank statement and
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should be more cautious about customer relationship as well. It should try to
prevent its hidden charges.
Clarify the steps needed to solve the problem

As there are big number of customers exist in all over the bank and the
relationship managers has to take care of huge number of accounts so its not
possible for them to maintain and relationship with everyone at a time. So
bank should take special care of this problem specially the advisory services.
When instant solutions are not possible for any problem, customer should be
informed how the organization plans to have corrective actions to resolve the
same problem in near future.

It should minimize its current account number:

SCB should emphasize on the combination of account to give customer
more access 1n others account than the current account.

It should emphasize more on fixed deposit

SCB generally discourage fixed deposit and in worst-case scenario they try

to put the deposit in STD account. It should encourage customer more on
FDR.

Preserving to regain customer goodwill:

When customers have been disappointed, one of the biggest challenges is to
restore their confidence and preserve the relationship for the future. This
may require perseverance to convince them the actions are being taken to
recurrence of the problem.
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10. Conclusion



Conclusion:

Standard Chartered Bank considers Corporate Banking an integral part of its
overall success as because of its rapid growth and increasing importance as
an input into many other areas of bank’s activity. Corporate relationship also
helps to develop consumer relationship and treasury relationship as well.
Corporate banking has the potential for directing bank’s progress across a
broad front, much as the development of different sector. As a whole, SCB
enjoys a very good reputation in market as a foreign bank. If the weaknesses
are address appropriately and opportunities are explored keeping in view the
threats behind a stable and professional managements having regard to
appropriate corporate governance and modern automation technology, |
expect SCB to achieve its desired target of a visionary bank.
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