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                                      Executive Summary  

This study is the result of my internship program ran for the past three months placed at the NCC 

Bank Ltd, Dhakkin khan branch. The purpose of this study is to understand the level of Customer 

satisfaction and for this reason I had to gain the practical area of responsibilities of the 

Customers. Customer satisfaction describes how content an individual is happy with his or her 

service. The happier people are within their job, the more pleased they are said to be. The sample 

for this study was the current employees of National Credit &Commerce Bank Ltd. Printed 

questionnaires were distributed among many respondents and all the questionnaires have been 

collected and taken as the data for the study. In this study, some results were satisfactory, which 

proved that the items of questionnaires are appropriates with this study. 
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1.1  

NCC Bank limited is the one of the promising bank in Bangladesh. It is one of the best banks in 

Bangladesh. Now days there position in banking sector in 13th. There are many facilities in this 

bank those customers are solve these problems. 

Historical Background: 

NCC Bank founded in 1985 as an investment company in the name of NCL. It become 

scheduled commercial bank after receiving permission from the central bank in 1993and stated 

with a paid up capital of Tk 39 crore. Now days Trade sector and financial sector and assuming 

an important part in the arrangement of the capital market too.  

1.2  

The principal of this business to doing the integrate part of this organization operation, function , 

management  and positioning, also included mission ,vision, objectives, goals and slogan. 

Mission 

Their main mission is to contribute towards the agriculture, Industry & socio-economic 

development of the country, to deliver the excellent services and make perfect bonding with the 

customers. 

Vision 

Try to the best banking service the nation of Bangladeshi people and socially responsible to the 

bringing credit & commerce sustainable growth. 

Slogans 

“WITH YOU ALWAYES” 

1.3 Objectives of NCCBL 

The objectives of NCC bank are : 

➢ Establish the good relation between customers. 

➢ Try to raise living position in the society. 
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➢ To make the best employment. 

➢ Ensure the safety of the customers saving assets and deposit. 

➢ Try to invest in the various sector in industrial sector. 

1.4  

Given below that: 

 

Name position 

Alhaj Md. Nurun Newaz Chairman 

Mrs. Sohela Hossain Vice chairman 

Md. Abdul Awal Director   

Abdus Salam  Director   

Md. Abul Bashar. Director   

Amjadul Fersous  Director   

S.M. Abu Mohsin Director   

Abdul Monem Director   

Khairul Alam Chaklader Director   

Md. Moinuddin Director   

Mohammed Sazzad  Director   

Itrat Hussain Independent Director 

NUrul Islam CHowdhury Independent Director 

Mosleh Uddin Ahmed Managing Director and CEO Ex-officer 

Director  
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1.5  

Loan Products 

• Personal Loan. 

• Education Loan. 

• Car Loan Scheme. 

• House Building Financing. 

• Consumer Financing Scheme. 

Deposit Products 

• Current A/C 

• Savings Bank Deposit A/C. 

• Special Notice Deposit A/C. 

• Special Saving Scheme. 

• Special Deposit Scheme. 

• Youngster Account. 

• Youngster Money plan Scheme. 

SME Banking  

➢ Small Business loan. 

➢ Lease Finance. 

➢ Working Capital Loan. 

➢ Festival Business loan. 

Cards 

➢ Debit Cards. 

➢ Credit Cards. 

Remittance Products 
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➢ Wage earners welfare Deposit Pension Scheme. 

➢ Special Interest Rate on Deposit and Loan. 

➢ Overseas Employment Loan Scheme. 

 

Services 

❖ NCCBL Securities & financial Services. 

❖ Treasury Services. 

❖ Locker Services. 

❖ Remittance Services. 

❖ Remittance sending parterres. 

❖  Schedules of charges. 

 

Interest Rate paid to different Deposit liabilities 

Serial Application  Interest  Rate 
01 FDR  for 3 months 9.00% 

02 FDR  for 6 months 9.25% 

03 FDR  for 1 year 8.00% 

04 Saving Account 3.50% 
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2.1 The Study of the studies 

➢ The reason behind the customers satisfaction from the finding Problems. 

➢ Solve the customer’s problems. 

➢ Try to find out to internal Problem. 

 

2.2Limitations 

There are many limitations some of them are: 

➢ IN outside Dhaka Branch is so limit specially ATM booth. 

➢ The data was collected in main branch out side Dhaka were not considered. 

➢ Unable proper service in outside Dhaka and unwillingness to participate in the survey the 

problem.  

2.3Objectives of study: 

Primary objectives: 

The primary objective of the study was to determine the degree of customer satisfaction of NCC 

Bank limited, Dhakhin Khan Branch. 

Specific objectives: 

✓ To identify the various products and service rendered by NCC Bank. 

✓ To assess the attitudes of customers regarding performance of NCC Bank in the matter of 

fulfilling its objectives. 

✓ To identify the problems faced by the customers in getting services of NCC Bank. 
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✓ To recommend measures to solve those problems. 

Methodology: 

Sources of data collection were as follows:  

Primary data:  

Primary data were collected by different way: 

✓ Questionnaire of way.  

✓ Face to face conversation to the customer. 

✓ By interview to customer at Dhakhin khan Branch.  

Secondary data: 

Secondary data were collected from: 

✓ Research report. 

✓ By internet and Newspaper. 

✓ By Bank web site. 

✓ From any information which is related by the banking sector. 
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3.1Customer Satisfaction 

Customer satisfaction is the main part of every organization. Customer satisfaction is only the 

way of to get more customers and to get make more profit.  The NCC bank always tries hard to 

get better services of every customer.  But it is not to possible to anyone or any organization to 

satisfy the entire customer. I observed that one customers choice his/her option feeling about 

NCC bank products, behaviors are different from another customers.  So it is hard to get better 

customer satisfaction to all customers. Some customer are happy for the services of NCC bank 

some are rude for their services.  I choose some samples of my intern period survey such as, 

Target to some business man some people are service holder and housewife and students. After 

completing my survey than I found my result. 

 

 

 

 

 

 

 

       Customer Satisfaction 

      Service          Price      Product 

     Authenticity Responsiveness    Consolation  Sympathy    Accessibility Manners 
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3.2  

Banking sector are providing try to bets service to customer.  So bank are most accent the better 

and best quality service to customer. Now in market there is tough competitor in banking sector. 

So customer satisfaction factor are upgrade day by day in NCC bank. Customer satisfaction 

factor are: 

➢ Advance products and service  

➢  Easy the banking procedure. 

➢ Upgrade the deposit scheme. 

➢ Loan facilities system is to simple. 

➢ Charge the interest rate system in loan and other deposit scheme. 

➢ ATM Booth service  

➢ Online banking system  

➢ Nice environment. 

3.3  

After collection of all necessary data, those are analyzed in the : 

➢ Subjective Analysis: They are given the best qualities date analyst. 

Advanced product and service: 

    Real 
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The main customers service satisfaction factor :  

     Responses       Frequency      Percentage 

Excellent              32              62% 

Good              13              25% 

Average                8              15% 

Bad                2                 3% 

 

                     

 

 

Account opening procedure:   

Account Opening procedure : 

      Reaction        Frequency           Share 

Excellent               30               60% 

Good               14               28% 

Average                 2                 4% 

Bad                 3                  6% 

 

Excellent

Good

Average

Bad

    Advance product and service 
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Interest rate of different deposit scheme is also an important factor of every banking , so interest 

rate and different deposit scheme are: 

Loan and credit facility of NCC: 

Loan sector are in Bank so loan facilities and credit facilities are ncc dhakhin khan Branch are at 

now present:  

    Reaction          Frequency              Share 

Excellent                 3                69% 

Good                 12                22%         

Average                   2                  4% 

Bad                   1                  2% 

Online banking system of NCC: 

Excellent

Good

Average

Bad

      Reaction         Frequency             Share 

Excellent              24               49% 

Good              12               25% 

Average              10               20% 

Bad                1                 2% 

Account Opening System 
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Now days online banking system are more popular in banking sector here is the online banking 

sector system of NCC bank Dhakhin khan Branch : 

  Reaction          Frequency               Share 

Excellent                 33                  66% 

Good                 15                  29% 

Average                   4                     8%     

Bad                   0                     0% 

 

Service charge: 

Service charge is the: 

        Reaction          Frequency          Share 

Excellent                   15                   28% 

Good                   22                   44% 

Average                   14                   25% 

Bad                     2                      4% 

 

Behavior of employee: 

Behavior of the employee is the most important to Rise the any bank so it is most important part 

of every bank. Here is the NCC bank of Dhakahin khan Branch employee behavior:  

        Reaction          Frequency              Share 

Excellent                 30                60% 

Good                 12               22% 

Average                   2                 4% 

Bad                   0                 0% 

 

Employee interaction: 

Employee Interaction is: 
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        Reaction          Frequency                Share 

Excellent                  20                  40% 

Good                  21                  41% 

Average                    6                  12% 

Bad                     2                   4% 

 

ATM Booth Service: 

Here are main objectives of customer satisfaction services: 

        Reaction          Frequency               Share 

Excellent                    6                  12% 

Good                    5                   10% 

Average                  25                  50% 

Bad                  15                   29% 
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.

 

                      

 

 

 

 

 

 

4.1  

I, Kazi Refat Osman joined at the NCC Bank Limited Dhakkin khan Branch as Service Intern on 

10th October 2019.  I feel so lucky that I have met with some nice people. Our branch Manager 

MD.  Jashim Uddin (VP) are kind hearted and helpful person to me. From the very beginning, 

they are giving me right way and proper direction to my assign duty which is given by Head 

Office.   

In this intern period I have played the first two month the GB sector than I have worked GB and 

Cash sector.  I learned to many thing that how the met and greet the customer satisfaction.  In 

intern period MR. Abul kalam Azad senior officer of NCC bank In Dhakhin khan Branch. he 

helped me a lot to learn many things.  I can easily opening the saving accout, deposit  FDR and 
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special deposit scheme. In intern period I am visiting the KC industrial park of Nipa Group To 

opening the saving and FDR and open the salary account. 

By this short time I have made 1 loan proposal which was impossible to help me Mr. Humayen 

kabir Principle officer of loan sector in NCC bank in DHakhin khan branch.  

 

4.2  

There are too many problems some of this problem is which is face so many times to failed the 

customer satisfaction: 

 NCC Dhakkin khan branch has not adequate number of skilled manpower in branch. 

 NCC bank has 119 Branches in overall the country, and most of the branches are in 

Dhaka.  

 In the Dhakahin khan branch the customer service are poor but not so bad. 

 They didn’t have ATM booth service. 

 They use “Flora “banking software which is good but they didn’t update their software. 

Sometime it hang and sometime data are missing those software.  

 

   Their Debit card is totally rubbish because it doesn’t work any kind shopping and 

restaurant. Just use this card in ATM booth to withdrawn the cash.  

 Sometime they face the network problem which is operate the head office, so customer 

are so many time face this problem and they have many complain to this problem .  
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5.1  

After completing my intern period I recommended to NCC Bank Dhakhin khan Branch to 

improve the debit card, to upgrade the banking software, SME banking sector Which is poor in 

this Branch if I compare with the other Branches of Dhaka city To improve the current marketing 

starategy. They should be more concern about customer and try to more satisfy to the customer 

problem. And most important is to solve the network problem because customer and employee 

both face this problem and they feel much embrassing. 
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5.2  

Success in the banking business largely depends on effective lending. So NCC Bank 

is most leading bank in the entire banking sector. Overall I investigate I can say 

that their products and services are promising, but improve the some sector.  

 

 

 

 

 

 

 

 

 

 

 

5.3  

 

                                                             NCC BANK LTD.  

                                        CUSTOMER SATISFACTION QUESTIONAIRE 



 

20 
 

©Daffodil International University 
 

                        “Customer Satisfaction Level at NCC, Dhakkin khan Branch” 

 

       

    Excellent         Good       Average         Bad 
The account 
opening process 
of NCC Bank 
Limited  is 
efficient  

          
        4 

          
          3 

 
          2 

      
          1 

You did not 
have to wait for 
a long time at 
customer service 
to open an 
account 

 
        4 

 
          3 
 
 

  
          2 

 
           1 

The bankers and 
staffs of NCC 
were sincere 
about your 
service concern. 

       
       4  

 
         2 

 
          3 

 
           1 

You were given 
enough 
information 
about your 
accounts 
regularly. 

       
      4 

 
        3 

 
         2 

 
           1 

 

 

 

 

 

  

 

    Excellent         Good       Average         Bad 

Understanding statements in the authenticity measure 

                 Statements in the responsiveness measure 
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The officers at 
customer service 
correctly 
answered your 
required inquiries. 

      
           4 

 
             3 

 
          4 

 
            2 

The staff and 
employees of the 
bank are helpful 
and cordial. 

 
           2  

 
            4 

 
         3 

 
            2 

The officers at 
customer service 
responded at your 
call promptly. 

  
           4  

 
            3 

 
          3 

 
            2 

The officers are 
friendly and 
competent. 

  
          4 

 
           3 

 
          3 

 
           2 

The amount of 
time taken at cash 
counter to deliver 
service to you was 
enough. 

 
         4 

  
          4 

 
          3 

 
          2 

The competence 
and knowledge of 
officers about 
banking system is 
good. 

  
        4 

 
         4 

 
         3 

 
         2 

 

 

 

 

 

 

 

 

 

 

    Excellent         Good       Average         Bad 

               Statements in the consolation measure 
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The officers are 
helpful, 
competent and 
knowledgeable. 

 
            4 

 
            3 

 
           3 

 
           1 

The officer who 
helped you to 
open the account 
was courteous and 
helpful. 

 
            4 

 
           4 

 
          3 

 
           1 

You had 
confidence and 
trust on the 
officers at 
customer service. 

 
            4 

 
          4 

 
         3 

 
          1 

Your checkbook 
and ATM card was 
delivered carefully 
and efficiently.   

 
           4 

  
         4 

 
         3 

 
          1 

Overall, you are 
satisfied with the 
service you 
received. 

 
          4 

 
        4 

 
         3 

 
          1 

The cash counter 
and consumer 
banking 
department is very 
organized. 

 
         4 

 
        4 

 
         3 

 
          1 

 

 

 

 

 

 

 

 

 

 

          Statements in the real measure 
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    Excellent         Good       Average         Bad 
All departments 
are very very 
clean and 
comfortable. 

       
           4 

 
             4 

 
            2 

       
            1 

ATM machine is in 
good working 
condition. 

 
          4 

            
             3 

 
           2 

 
          1 

Parking area is 
sufficient. 

  
         4 

 
            4 

 
          2 

 
          1 

The sitting 
arrangement is 
comfortable. 

 
         4 

 
           3 
 

 
          2 

 
          1 

Other machines 
such as lift, AC, 
and lighting of the 
bank are of high 
quality. 

 
        4  

 
           3 

 
          2 

 
           1 

The interior 
decoration is 
comfortable. 

         
       4 

 
           3 

 
          2 

 
          1 

Bank security is 
satisfactory. 

       4            3          2           1 
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