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Executive Summary 

 

This study is based on my internship program, which I completed as part of my BBA degree 

requirements. This study is the culmination of my three-month internship at Bangladesh Krishi 

Bank. The goal of this research is to learn about the working environment and gain some real-

world experience. Furthermore, understand the specifics of the company sector and how the 

task was completed. Secondary data sources were used to generate this report. The initial 

component of this report is an administration section that has been created to ensure the 

appropriate accomplishment of the complete report. The second section described my 

internship experience at several departments of Bangladesh Krishi Bank. The remaining 

section included analysis, findings, recommendations, and a conclusion. Some actions are 

performed for their clientele in order to help the community. The working report is for 

Bangladesh Krishi Bank's Customer Service and Relationship Management Activities. As a 

result of my internship at Bangladesh Krishi Bank, I was allocated to the Relationship 

Management Sector.
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Chapter One 

Introduction 

1.1 Rational of the study   

An internship is a brief period of work experience that is offered by an employer. Internships 

aid in the development of the practical skill of knowing thoroughly about the actual 

environment of a school or job position. Since my internship and the writing of this report will 

both require me to use all I have learned in school, I am interested in accepting this report. I 

will undoubtedly implement all I have acquired in my academic studies at the organization. 

The customer service and relationship management of Bangladesh Krishi Bank Kaliganj, 

Jhenaidah Branch is the subject of the study I produced for my internship. The report provides 

a thorough analysis of all the consumer services available as well as a general overview of this 

bank. Since I have tried to convey what I have been learning at Bangladesh Krishi Bank 

Jhenaidah Branch in this report, which is based on my internship work, my summary is crucial 

to me. Therefore, the intern might help me finish my degree and, in the near future, will help 

me understand the culture of an organization. I talk about my experience working as an intern 

at the Bangladesh Krishi Bank Jhenaidah Branch in this paper. Customer Service and 

Relationship Management at the Bangladesh Krishi Bank Kaliganj, Jhenaidah Branch is the 

subject of my review. I've held positions in customer service, relationship management, and a 

different fundamental branch of banking. My experience in the customer service management 

and commercial banking departments taught me how to effectively maintain and serve bank 

clients.   

As a result, I started writing my assessment report based on the function of customer 

relationship management in Bangladesh Krishi Bank, which is based on my intern experience 

in the Banks of Bangladesh Krishi Bank kaliganj, Jhenaidah Branch. 
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1.2 Objectives: 

Broad Objective  

General objective of this study is to describe customer management system of the bank and get 

an overall idea on Bank's customer relationship section and additional associated measures. 

Specific Objectives- 

 To have a broad understanding of Bangladesh Krishi Bank's General Banking. 

 To create helpful information about customer connection services. 

 To cover a broad range of how they have pleased their consumers and what they are 

doing to provide the finest service to its clients. 

 To highlight the strengths and weaknesses of Bangladesh Krishi Bank's general 

banking. 

 To build structures in exchange for policy advice. 

1.3. Background of the Organization 

1.3.1 Bangladesh Krishi Bank History 

In Bangladesh's financial industry, the Bangladesh Krishi Bank has a lengthy and illustrious 

history. President Order No. 27 established Bangladesh Krishi Bank (BKB), the largest 

dedicated bank in the country, in 1973 to provide financing for the climatically vulnerable, 

unpredictable, and hazardous agriculture sector. BKB has introduced Internet Banking, 

Computer aided Banking, and an integrated remittance network. It engages in all forms of 

banking operations, including savings, lending, and foreign currency trading. With 1038 

branches and the largest continuously integrated internet banking system, Bangladesh Krishi 

Bank is one of the major public business banks at the moment. Through its banking facilities, 

it offers widespread financial administrations to customers around the nation. 

 Company Description  

The head office of Bangladesh Krishi Bank is located in Motijheel, Dhaka, Bangladesh.  The 

authorized capital of Bangladesh Krishi Bank is TK.1500.00 Crore and paid-up capital is TK. 

900.00 Crore. 
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1.3.2 Mission 

 To keep growth steady and transparent while expanding capacity building. 

 To enhance the continual development of expertise in internet communication in order 

to meet demand and solve challenges. 

 To be recognized as an innovative, forward-thinking, and client-oriented bank. 

 Prompt and effective customer service. 

 Offering a competitive compensation package to employees. 

 Upholding a high standard of business ethics. 

 Attract and retain skilled workers. 

 A rise in participation in microfinance and small business financing. 

 Reasonably priced Specially Selected Traits Banking. 

 Strong commitment to the growth of the national economy. 

 

1.3.3 Vision 

To succeed as the finest public business bank in Bangladesh via strict adherence to laws and 

regulations, as well as a commitment to sustainability. 
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1.3.4 Organization Structure: 
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Chapter Two 

Activities Undertaken 

 
2.1 Worked Related Activities  

On May 25, 2022, I began my internship with Bangladesh Krishi Bank, where I had to get to 

know all of the staff members on my first day. I started learning more information about 

Bangladesh Krishi Bank. My internship was at Bangladesh Krishi Bank Kaliganj, Jhenaidah 

Branch, in the customer care and relationship management division. On that day, my internship 

officially began and ended three months later. When I worked in the firm's customer care and 

relationship management division, all bank employees were cordial and helpful in giving out 

sufficient information. Everything is new to me because this is my first job, including the 

people, the setting, and the assignment. The majority of the information on this page about the 

origin of the guide has been modified by technological development. I'm just getting started 

using the computer system. On the first day, nevertheless, the process was challenging for me; 

from here, I acquired logical finishing and further information. My first job was in a bank, and 

I found the experience to be really inspiring. I tried to offer the organization everything I had 

throughout my internship so that I could get to know it and show my worth. I put a lot of effort 

into making a gift for my institute. My goal was to learn as much as I could from reliable and 

successful sources. The cornerstone of all banking operations is service excellence. The 

division is in charge of daily client service. In Bangladesh Krishi Bank, there are many duties, 

including the main duty I was given during my apprenticeship. It makes me happy and joyful 

to be a part of Bangladesh Krishi Bank for a brief period of time because the environment there 

is generally very pleasant and helpful. Employees are driven to instruct me as well. I got enough 

chances to work and understand because three months is not a very lengthy time to study 

anything. I discovered how to open a bank account, as well as how to get a balance and 

summary of the account. I've also worked in another division and learned the requirements for 

opening accounts at this bank. Along with the primary agricultural duties I was exposed to 

during my internship, there are additional side tasks. I've had my internship for three months 

at this point. For me, the last 90 days have been a seamless and direct learning curve. This place 

has taught me a lot about banking, which is really useful for my line of work. 
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2.1.1 Assisting at the Account opening section 

Helping the customer support agents was my main duty in this department. I'm responsible for 

providing all the necessary details, documentation, and identification in this area in order to 

open an account. My main duty is to give clients all the paperwork they need to open an 

account, including a copy of their NID (for both account holders and nominees), a passport-

sized photo of each, a copy of their driver's license, a copy of their power bills, and a copy of 

their birth certificate. Additionally, I assist clients with the account opening form. In addition, 

I'm in charge of examining the veracity of any official documentation that users provide and 

figuring out whether any records have been edited or not. I must turn over all of the data to the 

customer support representatives after finishing all of the pre-account opening procedures so 

they can authenticate all of the specific information and open the account. 

 

Function of Account Opening: 

 Keep track of your deposit account. 

 Electricity and bill collection 

 Bank internal account maintenance 

 Clearing house operation. 

General Banking Closing Accounts Issuing Cheque 
Books

Provide Foreign 
Remittance

Receive Cheque 
Requisition

Collect Documents
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 Account management with Bangladesh bank, bank, and another financial institution 

 Managing the transfer operation. 

 DD, TT, and bill payments are issued and paid. 

 Executive clients are given standing orders. 

 Money receiving and payment 

 Closing and transferring various types of accounts 

 

2.1.2 Work for Customer Service  

I inform customers about the account opening requirements, such as presenting two copies of 

the account bearer's passport-sized photo, a photocopy of their national ID card, the introducer's 

signature, and the nominee's one print photo and signature, when creating an account. I also 

help customers update their accounts. I used to insert outside numbers in files while working 

in another section. My experience as an intern has helped me become a better service provider. 

Customers frequently visit for servicing and ask a number of inquiries; I try my best to give 

them the responses they need. There are times, though, when I am unable to offer a solution 

and must direct them to the proper division. 

 

 2.1.3 Fill up Account Opening forms and other forms  

I have to finish the account opening. Although the customer service agents are meant to assist 

with account opening, they make me fill out paperwork for my education while a large number 

of account opening files are still pending. I also help clients fill out forms such as RTGS slips, 

pay order slips, deposit slips, and other paperwork. If any customers have questions about the 

form, I help them by explaining it to them. 

2.1.4 Providing Account Statement 

I hand over the financial statements to the user. I take a user id from a customer when they 

enter the store and request a statement of accounts, and I enter it into the system. I finally click 

the print button. The customer support representative then approved it. 

2.1.5 Issuing Check book for customer  

Before entering a client's signature in the receiving file, I first confirm the client's identification, 

photo, and signature when they come to pick up their checkbooks. Then I put the check book 
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information, including the page numbers, into the check book registry. The customer support 

agent then gave the check books his approval. 

2.2 Other Objectives 

Assisting at the Clearance section 

I spend a small portion of each day working in the clearance department. Receiving checks 

from other branches, attaching clearing seals to them, moving them to the certification 

department, verifying them later to see if there was any issue, and then signing the payment 

were all tasks that fell under my purview. 

Issuing an Account opening thanking letter 

Every time an account is opened, I have to write a thank you note and attach it to the application 

form, including the applicant's name, bank information, address, and kind of account. 

Customers had the idea that he was a valued client because of this. 

Teller Area (Cash Section) 

The front of the bank, where customers can interact with bank employees, is the cashier or 

teller area. The cash division of the bank offers the best customer service because service 

quality is so important for a service industry. 

 Cash division task 

 Money transfer from one bank to the other 

 Withdrawal of funds 

 Taking monetary deposits for POs 

 Cash deposit 

 

Foreign Trade Department  

The exchange of foreign currency for commercial purposes between two nations is known as 

foreign trade. In other words, foreign exchange deals with financial transactions using foreign 

currencies that are related to trade or business. Import and export are the two divisions of this 

department. 
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Import section: The import department mostly buys goods and services from foreign 

countries. Typically, Bangladesh's administration, enterprises, industries, and consumers all 

import goods to meet a variety of demands. I will inform them of the amount of their bank fee, 

the amount of tax they must pay, and the amount of interest they must pay in my capacity as a 

sales agent. 

Export section: Moving goods from one place to another is referred to as export. Export-

related taxes must be paid. I will give them advice as a customer service representative 

regarding how to pay the exporting country, when and how to pay, how much would be 

charged, and how much tax will be required. 

Document Printing  

During times of high work pressure, I have printed some papers to assist the staffer's documents 

such as NID verification, mail print out etc. 

Scanning  

Occasionally I scan records and critical papers for official purposes, as directed by my 

supervisor. 
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Chapter Three 

Constraints / Challenges 

Challenges 

I confronted certain limits and problems during working at Bangladesh Krishi Bank. The 

majority of the challenges that someone functioning in a new setting of an institution for the 

first time could run into are outlined below. 

3.1 Observed in the Organization 

Bangladesh Krishi Bank is one of the most well-known banks in Bangladesh. Since 1973, the 

bank was in operation. Though Bangladesh Krishi Bank has already been in operation for a 

long period of time, data analysis revealed that in many cases, they adhere to the conventional 

banking system. 

System software work not proper way: 

Working at Bangladesh Krishi Bank has given rise to a number of problems. The most frequent 

problem is with the system software, which needs a lot of data to be updated. I think some of 

the problems I ran into while doing my job were the ones listed below: 

 When the computer hangs, it gets so sluggish that working on it becomes tough. 

 It is hard to acquire some details while reviewing or evaluating any file, and I was unable 

to obtain authorization to change. 

 Sometimes the workplace appears dull since it is tough to be concerned about carrying 

within the same task over and again. 

 

 Shortest number of Printing 

There are a very small minority of printers in this office. People have been wasting time waiting 

in line to print important documents almost every day. 

 

 Supervision policy is not sufficient  

The supervisor frequently finds it difficult to concentrate on the hold since they are so 

preoccupied with the customer and the extra service. Supervisor could not concentrate on me 

or give me clear instructions if he or she was engaged with other responsibilities at the bank. 
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Technical problem 

Since much of the work done here is done online, when the bank server becomes sluggish, it 

slows down staff productivity as a whole. For the benefit of the system, people suffer. 

Information or Data collect not proper way 

Access to comprehensive, stabilized information that is sufficient is lacking. Despite their best 

efforts, the authorities periodically proved unable to give me the support I needed due to their 

workload. Some information is not always accessible because it requires a specific clearance 

from the highest level. 

Necessity of a computer 

I used to have a significant issue while I was employed by Bangladesh Krishi Bank: since the 

bank did not supply me with a computer for work, I was forced to utilize one that was difficult 

for me. Working there without a computer was difficult for me because they use the computer 

constantly. 

 Limited Time  

One of the most important constraints I have ever experienced in my organization is time. 

Although I worked for three months, Bangladesh Krishi Bank performed numerous more jobs 

each day. I had to figure out how the other departments coordinated with my report. The most 

important thing I needed was time, but because of the system and service philosophy, that was 

now a limitation. 

No Specific Desk for Intern  

At Bangladesh Krishi Bank, when I was hired as an intern, there isn't a specific table for interns, 

so I had to work occasionally most of the time, which was a major restriction and challenge. 
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Chapter Four 

Lessons Learned from the Internship Program 

 

Lessons learned from the organization 

My internship experience was with the Bangladesh Krishi Bank. I had a really positive 

experience. During my internship, I picked up a lot of knowledge. They are displayed below. 

4.1.1 Corporate Culture 

Every firm has a unique culture that they adhere to. In order to collaborate with them, I have 

also readily adapted to their culture. I've learnt how to manage my time, work under pressure, 

follow directions, and other things. 

4.1.2 Practical Knowledge in various issues  

During my internship, I learned useful skills for performing banking activities. I was given 

several banking tasks to complete at that time, including EFTN and C.T.O work. I discovered 

how those things were done from that. 

4.1.3 Transforming skills  

My university, AIUB, has taught me a lot of things. My academic knowledge and talents have 

aided me in every stage of my internship. However, I have noticed that several concepts are 

lacking. The following discusses a few of those. 

Workshop on corporate life 

We lacked a working knowledge of the business world. It is the root of our professional 

activities' deficiencies. AIUB can set up a variety of workshops and programs that are 

connected to corporate life that will enable students to learn concepts practically. 
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Study tour in organization 

Our university does not frequently schedule visits to businesses or other institutions. A visit to 

a company gives pupils more knowledge and confidence about the business world.  

 

Practical knowledge on financial software   

Despite taking many classes, we had little experience with financial software. Using the 

organizational software used by businesses, and receiving hands-on instruction through 

seminars or coursework.  

Curses on financial software 

AIUB may provide courses on financial and accounting software. The student will benefit from 

knowing about data analysis programs like MS Excel Spas. It will improve students' abilities 

to perform better in the workplace. 

 

4.1.4 Professionalism 

A career in banking has a huge prospect nowadays in Bangladesh. Both in Government and 

private sectors, today a number of banks are facilitating the young generation to come forward 

and work with them with a view to increasing the overall development rate of Bangladesh. The 

rapid growth of economics in this country is encouraging a lot of young souls to get involved 

in banking. Building a career in banking is not that difficult but one must have determination 

and devotion to this profession. The jobs in this sector may be laborious and difficult but the 

outcome is really worth it. This is why banking considered one of the most prestigious in the 

job market in Bangladesh. A banking job offers a lot in the way of job security and pay. But 

these are not the only reasons for the mass attraction in this career. 
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Chapter Five 

Concluding Statements 

5.1 Concluding Statements: 

Business-employers in Bangladesh want interns with certain traits, according to academics, 

policymakers, and researchers in the field: Continuous learning abilities, transferable skills, 

multitasking, teamwork, precision, relationship building, extracurriculars, competent attitudes 

and behaviours, and academic achievements (Nahid & Farhana, 2021). This internship would 

not have gone as well without the soft skills I developed as a student. I also attended career 

seminars, job fairs, and a symposium on industry-academic cooperation, all of which helped 

me get the perspective I needed to find the right position and overcome selection hurdles. 

However, since Covid-19 became the new normal, academics and policymakers have urged for 

Capacity Building trainings on Digital Transformation and Skilled Workforce Diversification 

to boost employee knowledge, skill, and talent (Ahmed et al., 2020). They also proposed 

creating a database framework for good decision making, particularly in the realm of human 

resources, by determining where gaps exist in knowledge and where individuals and businesses 

have untapped potential in order to be better prepared for the future. My internship training 

programmes, in conjunction with my academic background, have equipped me with the skills 

necessary to advance professionally within an organisation and make a significant contribution 

in today's global and local markets. 
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Chapter Six 

Proposed Improvement Plan  

 

6.1 SWOT Analysis 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Strengths Weakness

Opportunities Threats

Qualified management team 

Improved working environment 

Positive client relations due to their 

hospitality 

Improved customer services 

Liquidity crisis  

Lack of strong IT division 

Fewer ATM booths and branches 

Manual registration is utilized for 

some specific objectives 

 

To become the market leader  

Delivering the service more 

quickly and accurately  

Using the more digitalized system 

More rivals offering the same types 

of services  

Political instability in the country 

Bangladesh Bank rules and 

regulations  

Economical variation in the 

country 
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Strengths 
 

Qualified management team: Since Bangladesh Krishi Bank has a qualified team so it’s 

possible for them to achieve their goal timely. 

Improved working environment: Employee gets a beautiful and workable environment 

which helps them to work actively and perfectly. 

Positive client relations due to their hospitality: Customers are committed with the bank 

because of their hospitality. 

 

Improved customer services: They provide customer service accurately does not matter how 

much it takes time. 

 

Weakness 
 

Liquidity crisis: Sometimes the bank faces liquidity crisis specially during the period vacation 

which needs to be checked by the bank  

 

Lack of strong IT division: IT division is not strong because the branch put due importance 

of utilization of technology-based service to the customers  

Fewer ATM booths and branches: They have limited number of atm booths which leads to 

suffer for customers. 

Manual registration is utilized for some specific objectives: Their computerized system is 

not modern. That’s why they use manual work in some cases. 

 

Opportunities 
  

To become the market leader: They have the chances to become market leader by providing 

better customer service. 

Delivering the service more quickly and accurately: By guiding customers properly and 

gaining their trust they can increase their customer numbers. 

Using more digitalized system: Usage of developed it system will lead them to achieve their 

goals and plans accordingly. 
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Threats 
 

More rivals offering the same types of services: Many other banks offering the same service 

which is one kind of threat for them. 

Political instability in the country: In Bangladesh political instability is one of the major 

problems, it causes great distraction within the banking sector  

Bangladesh Bank rules and regulations: Because of the pandemic situation now a days rules 

and regulation are changing now and then. 

Economical variation in the country: Govt. of Bangladesh can impose high tax on banking 

activities based on the economy of our country. 
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6.2 Proposed Improvement Plan for Bangladesh Krishi Bank 

Limited: 

Existing 

problem/wea

k area of the 

organization 

as identified 

in the AR 

Actions to 

be taken/ 

proposed 

solution 

to the 

problem 

Strategy 

(mode of 

implementatio

n or ways of 

addressing the 

problem) 

Office/ 

personal 

involved 

(who will 

implement 

and who 

will 

benefit/ 

affected by 

the 

(action/ 

solution) 

Resource 

requiremen

ts 

(Manpower 

and 

Financial) 

Expected 

concrete 

result/outco

me 

1.Shortest of 

office 

Employees 

Need to 

adequate  

their 

number of 

employees 

Need to recruit 

more 

employees in 

the relevant 

department 

Benefited 

for 

customers 

as well as 

for the 

bank 

Manpower 

will be as for 

the 

compensatio

n of the 

employees; 

financial 

resources are 

needed too 

Faster service 

from the 

greater 

number of 

employees 

and thus it 

improves the 

banks image 

among the 

customers. 

2.Customer 

service is not 

sufficient 

Banglades

h Krishi 

Bank need 

to 

improve 

customer 

services. 

To provide 

better customer 

services there 

need to listen 

to the customer 

& understand 

their needs, 

experience and 

pain points 

Top 

manager 

and head of 

HR 

HR 

executive 

and financial 

resource. 

To increase 

customer 

satisfaction 

bank will 

provide better 

customer 

service 

3. Proper 

training for 

Training 

is a 

learning 

The training 

presents a 

major 

Top 

manager 

HR 

executive 

Improve 

employee and 

intern 
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the intern 

students 

experienc

e designed 

to achieve 

relatively 

permanent 

change in 

an 

individual 

that will 

improve 

the ability 

to perform 

of the job 

opportunity to 

expand the 

knowledge 

base of all 

intern student 

and also the 

staff. Find out 

the employees’ 

problem, 

weakness. 

Then work on 

this 

employee’s 

problem, 

weakness. 

and HR 

department 

and financial 

resource. 

student’s 

engagement 

and increases 

employee 

retention. If 

done 

correctly, it 

has a positive 

effect on 

efficiency, 

innovation 

and 

productivity. 

Naturally, for 

training 

employees 

and finally, 

your profit in 

gain up good 

employees 

and customers 

take good 

services 

4. There is no 

computer for 

internship 

students 

 

 

 

 

Banglades

h Krishi 

Bank  

need to 

give a 

specific 

computer 

to their 

intern 

student. 

So that the 

intern student 

learns about 

the technical 

issues of the 

banking sector 

Top 

manageme

nt and HR 

solve the 

problem. 

HR 

executive 

and financial 

resource. 

Intern 

students will 

satisfy for 

their intern 

place and 

organization 

also 

beneficially. 

5. Software 

performance 

and technical 

problem 

Software 

should be 

updated. 

Upgrade 

their 

Its expert 

should be 

implicated. It 

can be solved 

by upgrading 

The top 

manageme

nt can 

implement 

it will be 

Manpower 

Finance IT 

department. 

The IT based 

task will be 

faster. 
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whole 

banking. 

part by part of 

the whole 

systems. 

benefited 

both 

employee 

and 

customers 
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