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Evolution of science and technology brings paces in the world civilization. Banking is a changing industry. Beginning from the road side of the Lombardy Street of Italy to the modern exquisite building, the evolution and technological improvements of banks never stop. In the early period of banking, people used to use their hands fingers for computing. Later, many innovative devices were devised and used to provide better banking services. Then, the use of computer in banking activities in the 60’s of the twentieth century was an unprecedented incident. The main purpose of which was to ensure mathematical accuracy and promptness in providing banking services like deposit and withdrawals. Every bank tries to use the latest technology to provide its customers high quality banking facilities. In this modern world, bank is one of those reliable institutions through which business contact with any corner of the world can be established. The improvement of information technology narrows down the unsurpassable distance. Access to banking services is now easy and convenient to the clients. They need not to worry about the risk of carrying cash or Cheque with them. Only a plastic card is sufficient for the services like bill, salary, pension, deposit and withdrawal. E-banking brings unprecedented changes in the world wide banking sector. With the help of this technology the clients are directly offered newer types of services. E-banking is now getting popularity for facilitating quick and relatively safe transaction.
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The electronic banking expert, Mr. Ellen H. Lipis said “electronic banking systems are electronic systems that transfer money and record data relating to this transfer, electronic banking services are developing tools in the overall banking services delivery system”.

Electronic banking (E-Banking) systems are electronic systems that transfer money and record data relating to this transfer, electronic banking services are developing tools in the overall banking services delivery system. . The primary stages of the e banking are the electronic fund transfer system (EFTS). The main elements of the EFTS are the automated teller machine (ATM), point of sale (POS), Terminal and Automated Clearing House (ACH).
What is E-Banking?
The following chart exhibits the definition of E-Banking.
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ATM Services
Any branch banking

Internet Banking

Virtual Banking

SMS banking

Wireless Application Protocols

Telephone Banking

Electronic Fund Transfer (EFT)

SWIFT Channel

Other electronic delivery channels are E-Banking.
E-Commerce:

The Phenomenon of Electronic Commerce has permeated into every aspect of our life today. Electronic Commerce has been around for the last two decades in some form or the other, but the new force that is driving Electronic Commerce is the Internet, which is revolutionizing the way companies around the globe conduct business. Internet based electronic commerce is playing a critical role in addressing strategic, mission critical business needs of the companies and hence the companies are making it an integral part of their business strategies.
E-Money:
E-money includes electronic debit and credit system, smart card. The smart card has been defined many ways, but is generally defined as “portable data storage device with intelligence (chip memory) and provision for identity and security.” In their simplest forms, these cards are small microcomputers—lacking only external power supply, displays, and keyboards. One of the most widely tested stored value cards offered by Mondex has an electric wallet, available as an optional accessory, with both of these peripheral devices. The microprocessor chip in a stored –value card is specialized and custom-designed, generally with specific patented control and production circuits.

                                          Various Forms of E-Banking:

Automated Teller Machine (ATM)

An ATM is simply a data terminal with two input and four output devices. Like any other data terminal, the ATM has to connect to, and communicate through, a host processor. The host processor is analogous to an Internet Service Provider (ISP) in that it is the gateway through which all the various ATM networks become available to the cardholder (the person wanting the cash). ATM has two input devices- card reader and keypad. An ATM has four output devices- Speaker, Display screen, Receipt printer, cash dispenser.

SMS Banking

SMS Banking allows doing some banking enquiries on our mobile phone. SMS Banking is developed to provide transactions related to client’s card account via SMS.

After having registered the service SMS-Banking, a (mobile Phone) subscriber should send an SMS to 611(say) with a request for appropriate transaction. The above SMS must contain (with space between commands):

•A type transaction

• Individual access code for working with “SMS-Banking”

• A sum to be paid (if payment transaction)

• Identifier of payment (debt)

• Identifier of data.

In reply the subscriber will receive a message reporting the result of the transaction made.

It is possible to use “SMS-Banking” abroad provided that international calls and roaming are activated. SMS must be written in Latin letters. There is no subscription fee for the service. The SMS-s to number 611 is charged in accordance with the company tariffs.The mobile company may charge for SMS and Bank may charge for service.
Tele-banking
Tele-banking is a form of remote banking which is essentially the delivery of branch financial services via telecommunication devices where the bank customer can perform retail transactions by dialing a touch-tone telephone or mobile communication unit, which is connected to an automated system of the bank by utilizing Automated Voice Response (AVR) technology. Tele-banking has been in Bangladesh since 1990s. The use of Tele-banking is easy and confidential. All our need is a push button telephone, our account number, and our Personal Identification Number (PIN), which we select on our first call and can change at any time. Tele-banking will provide us the following services:

· Checking account balance

· Interest rates related information etc.

On line Banking

Banks are considering on line banking as a powerful “value added” tool to attract and retain new customers while helping to eliminate costly paper handling and teller interactions in an increasingly competitive banking environment. On line banking (Internet banking) is a term used for performing transactions, payments etc. over the Internet through a bank’s secure website. This is very useful especially outside banking hours. In most cases a web browser such as Internet explorer or Netscape Navigator is utilized and any normal Internet connection is suitable. No special software or hardware is usually needed.
Objective of E-Banking
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BACKGROUND OF ELECTRONIC BANKING

In the 1961, the first National City bank of New York introduced successfully the certificate of deposit under electronic system for the first time. The primary stages of the e banking are the electronic fund transfer system (EFTS). The main elements of the EFTS are the automated teller machine (ATM), point of sale (POS), Terminal and Automated Clearing House (ACH).

In the 1967, the Barclays’ bank of UK established cash dispenser at first. The working procedure of this machine was quite different from the machine used now. In those days, there were no magnetic cards. Bank gave paper voucher to its clients and when the clients insert these vouchers in the machine 10 pounds will come out. Later one, plastic cards were used. Within one year of the establishment of cash dispenser by Barclays bank, France, Sweden and Switzerland started “National cash dispenser network”.

In 1969, Japan and USA started the use of these types of machines produced by them. The machines of that time were in off-line; there was no connection with the computer.

In 1972, Lloyd’s bank of UK established the very first online “Cash Point” machine. They supplied plastic cards to their clients. There were magnetic stripes on those cards. As a result, the client’s accounts or the client could be identified. In this online system every machine was connected with the central computer.

From the following figure, we can observe different phases of the banking services---
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Figure: Development stage of Bank service

Chapter 2
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In this age of information technology, electronic communication is the cornerstone of a country for its business, every government agency and economy. Modern banks play a pivotal role in promoting economic advancement of a country. Electronic banking is a modern banking system that delivers the new and traditional banking products and services to the customers electronically. Electronic banking systems allow business parties or individual to pay directly or to debit accounts via telecommunication systems. It provides users, working with a home computer attached by network to their bank, with

the ability to authorize payments, reconcile accounts, and access a variety of other banking services with the help of ATM (Automated Teller machine), visa card, master card, Q-cash, E-cash, Ready cash, mobile, internet etc. This paper represents the scenario of electronic banking in Bangladesh how it is up surging, makes our country with more state of the art facilities and also highlights some drawbacks and recommendations of overcoming the drawbacks of electronic banking. 

In Bangladesh, the expansion of e-banking is beset with several infrastructural, institutional, and regulatory constraints such as inadequate availability of reliable and secure telecommunication infrastructure, absence of a backbone network connecting the whole country, poor ICT penetration in the banking sector, lack of skilled manpower and training facilities, absence of supportive policies, guidelines, rules and regulations relating to e-transactions and the like. Despite the constraints, efforts by the Bangladesh Bank in modernizing the country's payment system and commitment by the government in building ‘Digital Bangladesh’ have brought competition among the scheduled banks to improve banking services and rapidly adopt e-banking on a wider scale. This note provides a critical overview on development of e-banking in Bangladesh and future prospects for better understanding the issue that includes concept of e-banking, present status of scheduled banks in adopting e-banking services, and prospects of e-banking in Bangladesh on the basis of current trend in developing the ICT infrastructure in the country as well as ICT penetration in the banking sector that follows some policy suggestions for BB, Govt. of Bangladesh and scheduled banks so that optimum benefit through e-banking may be obtained.
INTRODUCTION
Despite huge demand from the business community as well as the retail customers particularly the urban customers, electronic banking (e-banking) in Bangladesh is still at a budding state due mainly to a number of constraints such as unavailability of a backbone network connecting the whole country; inadequacy of reliable and secure information infrastructure especially telecommunication infrastructure; sluggish ICT penetration in banking sector; insufficient legal and regulatory support for adopting e-banking and so on. 

The concept of e-banking includes all types of banking activities performed through electronic networks. It is the most recent delivery channel of banking services which is used for both business-to-business (B2B) and business-to-customer (B2C) transactions. However, in true sense, e-banking includes activities like payment of bills and invoices, transfer of funds between accounts, applying for a loan, payment of loan installments, sending funds to third parties via emails or internet connections regardless of where the client is located. 
Since e-banking offers some smart services benefiting both banks and customers compared with traditional banking system, it has become imperative to make necessary room for the scheduled banks to flourish e- banking. Among others, attractiveness of e-banking includes: it lowers transaction cost; provide 24-hour services; ensure increased security and control over transactions; reduces fraud risk; performs higher volume of transactions with less time; increases number and volume of value payment through banks; allows remote transactions facilities that replace physical presence of a customer in a bank branch and; increases transaction speed and accuracy. On the other hand, traditional banking is time-consuming and more costly and therefore, e-banking is replacing traditional banking all over the world. In Bangladesh, e-banking facilities are yet to be fully developed although some technology driven products and services have been in operation over the last few years. The existing technology driven products and services offered by the traditional banks are ATM services, debit card and credit card, transactions through POS terminals, inter-branch online transactions through individualized online closed network of individual bank, limited customer services provided through internet and membership of SWIFT allowing scheduled banks to conduct wireless transactions especially e-transactions. All these technology based products and services have obviously unlocked the way to step toward e-banking. 

Present Status of e-Banking

E-banking at per international standard is yet to develop in Bangladesh. At present, several private commercial banks (PCBs) and foreign commercial banks (FCBs) offer limited services of tele-banking, internet banking, and online banking facilities working within the branches of individual bank in a closed network environment. As a part of stepping towards e-banking, the FCBs have played the pioneering role with adoption of modern technology in retail banking during the early 1990s whereas the state-owned commercial banks (SCBs) and PCBs came forward with such services in a limited scale during the late 1990s. Moreover, the banking industry as a whole, except for the four specialized banks (SBs), rushed to offer technology based banking services during the middle of the current decade. The existing form of e-banking that satisfies customer demand in banking activities electronically throughout the world are PC banking or PC home banking that include online banking, internet banking, mobile banking, and tele-banking.

PC banking or PC home banking:

PC banking refers to use of personal computer in banking activities while under PC home banking customers use their personal computers at home or locations outside bank branches to access accounts for transactions by subscribing to and dialing into the banks' Internet proprietary software system using password. PC banking or PC home banking may be categorized into two types such as online banking and Internet banking.

Online banking: 

Transactions in online banking are performed within closed network for which the customer use specialized software provided by the respective bank. International standard online banking facilities are expanding in Bangladesh. At present, 29 scheduled banks offer any branch banking facilities through their respective bank online network that provides facilities like transaction through any branch under the respective bank online network; payment against pay order or pay order encashment, demand draft encashment, opening or redemption of FDR from any branch of the same bank; remote fund transfer, cash withdrawal, cash deposit, account statement, clearing and balance enquiry within branches of the same bank; and L/C opening, loan repayment facility to and from any branch of respective bank under its own online network. Inter-bank transactions or transaction between inter bank branches are yet to expand
Internet banking: 

Internet banking refers to the use of internet as a remote delivery channel for banking services which permits the customer to conduct transactions from any terminal with access to the internet. It is the WWW through which banks can reach their customers directly with no intermediaries. Internet banking in true sense is still absent in Bangladesh. Only 7 out of 52 banks are providing some banking services via internet that include account balance enquiry, fund transfer among accounts of the same customer, opening or modifying term deposit account, cheque book or pay order request, exchange rate or interest rate enquiry, bills payment, account summary, account details, account activity, standing instructions, loan repayment, loan information, statement request,cheque status enquiry, stop payment cheque, refill prepaid card, password change, L/C application, bank guarantee application, lost card (debit/credit) reporting, pay credit card dues, view credit card statement, or check balance. The core banking activities like fund transfer to third party, cross border transactions and so on are still uncovered by internet banking offered by the scheduled banks in Bangladesh.

Mobile banking: 

Mobile banking (also known as M-banking or SMS banking) is a term used for performing balance checks, account transactions, payments etc. via a mobile device such as a mobile phone. Mobile banking is most often performed via SMS or the Mobile Internet but can also use special programs called clients downloaded to the mobile device. The standard package of activities that mobile banking covers are: mini-statements and checking of account history; alerts on account activity or passing of set thresholds; monitoring of term deposits; access to loan statements; access to card statements; mutual funds/equity statements; insurance policy management; pension plan management; status on cheque, stop payment on cheque; ordering check books; balance checking in the account; recent transactions; due date of payment (functionality for stop, change and deleting of payments); PIN provision, change of PIN and reminder over the internet; blocking of (lost/stolen) cards; domestic and international fund transfers; micro-payment handling; mobile recharging; commercial payment processing; bill payment processing; peer to peer payments; withdrawal at banking agent;3 and deposit at banking agent. Despite huge prospects, only a few banks adopted mobile banking in Bangladesh during the last year.

Tele banking: 

Tele banking refers to the services provided through phone that requires the customers to dial a particular telephone number to have access to an account which provides several options of services. Despite huge potential, tele banking services have not been widened enough in daily banking activities in Bangladesh. Only four banks so far provide a few options of tele-banking services such as detail account information, balance inquiry, information about products or services, ATM card activation, cheque book related service, bills payment, credit card service and so on. Funds transfer between current, savings and credit card account, stock exchange transactions etc are still inaccessible through tele-banking in Bangladesh.

Prospects of e-Banking

E-banking is now a global phenomenon. Apart from the developed countries, the developing countries are experiencing strong growth in e-banking. The Bank of Thailand has created an industry payment body to involve other stakeholders, in particular from commercial banks which take leading responsibility for the development of e-payment system and technologies. Internet banking in Korea has increased at a rapid pace. Korea is also leading in online brokerage and mobile banking. In Southeast Asia, internet banking is also developing rapidly in Thailand, Malaysia, and Singapore and to a lesser extent in Philippines (Mia et. al. 2007). In Nepal, ATMs are the most popular electronic delivery channel for banking services but only a few customers are using internet banking facilities. Among others, Nepal's commercial banks have adopted Credit card, tele-banking, and SMS-banking.
Remittance (Electronic Way)
Today’s fast changing electronic banking channels have massively improved the flow of remittance across the world. In Bangladesh, Banks have grown up relations with many international financial agencies, or intermediaries to master the inflow of remittance into the country from the expatriates working in foreign countries. A few such operators working in Bangladesh are: Western Union Money Transfer, Money Gram, and XPress Money.
Call Center

Call center is a streamlined customer interface and offers a range of banking services through its call center agents. Customers are now getting improved services at a reduced cost in an exciting manner. Available services at call center are:

Account related services:

Balance inquiry, transaction inquiry, duplicate statement, cheque book request, ATM/Debit card hot listing, and loan outstanding etc.

Product Information:

Deposit accounts, Personal loan, Savings and current accounts, Debit card, Rates and tariff Inquiry, exchange rates, lending rates, deposit rates, tariff etc.

Other Services: Complaints handling, account opening procedure, Bank Information, change request etc.
OBJECTIVES

The objectives of this paper are as follows:

· To describe the different types of electronic banking system

· To highlight the importance of electronic banking

· To give the status of electronic banking system in Bangladesh

· To give the idea of different electronic payment system of electronic banking

· To identify the problem areas of electronic banking in Bangladesh

· To measure the customer satisfaction of the electronic banking in Bangladesh by talking with industry   experts and bank officials.

· To make the necessary recommendations to solve the problems of electronic banking system.

                                                  METHODOLOGY
The data for this paper have been collected both from primary and secondary sources of information. Primary data have been collected from the different banks of Dhaka City, Bangladesh through questionnaire and secondary data have been collected from various published materials and Internet resources in 2011-2012.
BASIC COMPONENTS OF ELECTRONIC BANKING

An electronic banking system requires the following four components---

1. Banking system software

2. Communication Network

3. Delivery Channel

4. Switching system

1. Banking system software: By using computer software package, banks can deal with the transaction of cash deposit, withdrawals, bill payment, bill collection, salary and settlement of provident funds, making accounting reports and statements etc. it does not require any use of papers to prepare journals, ledgers, vouchers or notes.
       2. Communication network: It is an important issue in an online banking. In some cases                           dial-up telephone and in other cases radio link is used for communication network.
3. Delivery channel: These channels are used in corporate and retail banking, as well as to the individual or family oriented banking. Modern banks and financial institutions are providing facilities like balance reporting, accounts keeping, domestic and international payments, trade financing, monitoring, netting, cash withdrawals and factoring and other sorts  of services related to these by using banksys, uroclear, swift etc.
4. Switching system: To sort the transactions data in due places, e-banking network and various communication tools in bank host computer requires the use of switching system. It helps to prepare various reports and monitor the implementation of those.
                                     Types of Electronic Banking

Electronic banking system provides customer services by means of various techniques or products. Types of services offered are different for each single product. In the following table, the basic types of electronic banking products are presented----

[image: image65.png]First Vice President




[image: image66.png]Vice President




[image: image67.png]Senior Assistant Vice
President




[image: image68.png]First Assistant Vice





 SHAPE 



Figure: Types of Electronic Banking

Retail electronic banking:
AUTOMATED TELLER MACHINE (ATM)

Among the electronic fund transfer services, ATM is the most widely used and popular. With this automated computing machine, clients can deposit or withdraw any time of 24 hours a day. With the help of this machine fund can be transferred from one account to another and loan can be repaid. This automated machine can be established at the bank’s lobby, at the clients business avenues, apartment complex, busy commercial areas, shopping centers, factories etc. through ATM service, bank can render its retail services to the clients door. Thus clients can save their time and the transactions seem to be easy to them. On the other hand, banks earn their profit by providing services at lower cost.
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Objectives of ATM

ATM has some objectives that make it popular:

Reducing internal operational expenses and increasing profit by increasing the market share are the main objectives of establishing ATM program. As ATM is an automated system, so there is no need to engage any employee to provide deposit and withdrawal services. As a result, periodic cost cutting can be possible.

a) Create market in the domestic and foreign countries for their banks and to sustain in the competition.

b)  To provide highly efficient services in this modern age of connectedness.

c) To ensure the computational accuracy of the bank.

How does a customer operate ATM?

Banks supply plastic cards to their clients. Each card has its distinct number, client’s name, and signature of the client with magnetic stripe. Each client has a PIN (Personal Identification Number). During transaction, client put the card into the card input/ reader. Then ATM instructs its client to input the PIN. PIN is to be input into the machine within a specified time limit (Usually 30 to 90 seconds). If the client fails to input in due time or the PIN is wrong, the machine will take the card inside of it and the card cannot be retrieved at that time. Then clients have to go physically to the bank and get their cards if the authority is satisfied with the cause of failure.

If the PIN is correct, the machine asks the client about the type of the service. If the clients want to withdraw cash, then it asks the amount. The amount needs to be input with the numerical keyboard. After typing the amount, client will press the “Enter key” and within few seconds receive the cash, along with the card and transaction receipt and the machine became prepared for the next transaction. Clients are required to change their transaction types before the enter key.  Because once the key is pressed, there is no other alternative to change the transaction mode.

                                                    Components of ATM:
 An ATM mainly consists of two parts like input devices and output devices.

a) Input devices: the components of input devices of an ATM are as follows:

· Card reader: The card reader captures the account information stored on the magnetic stripe on the back of an ATM/debit or credit card. The host processor uses this information to route the transaction to the cardholder’s bank.

· Keypad: The keypad lets the cardholder tell the bank what kind of transaction is required (cash withdrawal, Balance inquiry etc.) and for what amount. Also, the bank requires the cardholders Personal Identification Number (PIN) for verification. Federal law requires that the PIN block be sent to the host processor encrypted form.

b) Output devices:

An ATM has following four output components:

· Speaker: The speaker provides the cardholder with auditory feedback when a key is pressed. 

· Display Screen: The display screen prompts the cardholder through each step of the transaction process. Leased line machines commonly use a monochrome or color CRT (Cathode Ray Tube) display. Dial-up machines commonly use a monochrome or color LCD.

· Receipt printer: The receipt printer provides the cardholder with a paper receipt of the transaction.

· Cash dispenser: The heart of an ATM is the safe and cash-dispensing mechanism. The entire bottom portion of most small ATMs is a safe that contains the cash.

DEBIT CARD
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Debit card is one of the systems of electronic fund transfer. It is called cash card or asset card. Usually, in debit card, funds are directly debited to the clients deposit accounts. Debit cards can be explained in the following ways-

Debit card is one of type of special plastic card issued by the banks or financial institutions to the depositors, which hold magnetic coded number. The transactions can be operated as required on the basis of the recognition of the magnetic coded number by the machine. The holder of the debit card can easily operate Automated Terminal Based payment. Money can be withdrawn from deposit account and fund can be easily transferred in electronic way with this card.
CREDIT CARD
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Credit card is a popular process in retail electronic banking. Generally, if the clients have creditworthiness or have enough money in the deposit account, then the bank provides this plastic cash to the clients. In spite of having debit balance in the deposit account, a client can use this card. Generally, in a credit card, the loan account of a client is debited to reimburse the transactions conducted through the credit card. This card is used for payment of product or service or for withdrawing cash from some specific instructions.
POINT OF SALE (POS) SERVICE
Under POS service, card owner’s accounts became debit and seller’s accounts became credit for the amount of the purchased goods or services.

Taka can be transferred by two ways:

· Seller is required to make a sales draft like credit card. Then this sales draft would debit the card owner’s account and credit the seller’s account.

· Respective clients/financial institution/sellers account’s are to be debited or credited by transferring taka from online point of sale terminals.

Main components using in POS from the viewpoint of activities conducting:

· Terminates of POS 

· Concentrators terminals

· Switching centre

· Bank computer systems  
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                                               POINT OF SALE (POS) SERVICE
CHECK TRUNCATION
 Check truncation is a process of service where, financial institutions do not return the rejected and un-honoured checks to clients. Financial institutions keep these checks with the monthly statements and provide rejected checks along with monthly statements to the clients.
Financial institutions keep rejected checks till 90 days. If the client finds any inconsistency or difference between the statement provided by the financial institutions and his/her own record, and then he/she can adjust the accounts by communicating with the institution within the “preservation period”.

[image: image7.jpg]



[image: image8.jpg]i-.'.’lﬂ‘-!‘g'\.
Y




HOME BANKING
Through developed electronic fund transfer system, banks can offer its financial services to the doors of customers. Banks at first launch telephone bill payments (TBP) process so that clients can enjoy banking while staying at home. TBP is a fund transfer service by which clients communicate with the financial institutions by phone and authorize them to collect their (clients') bills, because of which financial institutions debit their client's account and transfer the funds to the client directed payee account.
RETAIL AUTOMATED CLEARING HOUSE (ACH) SERVICE

The Automated Clearing House is the electronic network which transfers and clears funds between banking institutions on behalf of merchants and their customers.

ACH is integrated process of service by which payments of different financial institutions are cleared and exchanged in electronic way. ACH is a computer based integrated system and it is the distribution place of paperless transactions. Electronic payments are the substitutes of papers and are recorded in machine-readable from in magnetic tape and one account is debited and another is credited. The participants of ACH system are the members of Automated Clearing House Association. ACH exchanges electronic transactions within a specific geographical area.

Each transaction takes approximately 48 hours to clear, and we strongly suggest that merchants wait five days from the initial transaction date before shipping any goods. This leaves two days to debit the consumer's account, two days to deposit the funds into the merchant's account, and one day for the bank to post the transaction.
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What is ACH?
Funds transfer system governed by the Rules of the National Automated Clearing House Association, which provides for the inter-bank clearing of electronic entries for participating financial institutions.

WHOLESALE ELECTRONIC BANKING:

Wholesale electronic banking is such banking systems where banking activities are performed through inter- bank networks.

Generally, the following activities are performed in wholesale banking -

CASH MANAGEMENT
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Recently banks and corporations are becoming conscious about cash management to ensure available funds in response to the increase in money market rate. Cash management means.     

1. Raise the speeding up of collection of cheques and bills payable,

2. Careful control of the cash disbursement,

3. Monitoring of cash flows,

4. Investment of the idle money. 

The Cash Management Department ensures that funds in transit move safely and on time and maintains an optimum cash position. (The bursar staff processes student receivables, which will be discussed in greater detail in subsequent sections of this chapter.) The primary duties of the Cash Management Department include:

· Monitoring daily banking activity; 

· Managing Automated Clearing House (ACH) transactions and wire transfer activity; 

· Reconciling credit card transactions; 

· Managing relationships with banks, credit card companies and check guarantee services; 

· Processing positive pay files that contain a listing of all checks that have been presented to the bank for payment; 

· Maintaining unclaimed property files; 

· Verifying daily manual deposits; 

· Tracking vouchers and providing backup to Accounts Payable; 

· Processing vendor payment and student refund checks; 

· Processing manual credit card refunds; 

· Reviewing and approving mileage and travel reimbursement requests; and 

· Maintaining an inventory of system wide depository bags and deposit tickets.

WIRE TRANSFER
Wire transfer is one of the most commonly used methods for transferring money from one person to another. In order to make a wire transfer, a person needs to visit a bank or the cash office. Wire transfer can be made from one bank account to another. In order to make a wire transfer an individual needs to visit a bank and provide detailed order of making the wire transfer. Banks require IBAN and BIC codes for knowing exactly where they need to send the money.
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Wire transfer is a process in which   funds are transferred from sender to receiver quickly and in due time.  This type of transfer would be done within or outside of the country. 

Wire Transfer activities of electronic banking system include the following   4 stages

  1) Payment ordering parties: The person here decides to transfer fund to the recipient account  

  2) Payment ordering mechanism:  In this stage, the sender instructs his bank to transfer funds to the specific receiver’s   accounts   with the help of wire transfer.

  (3) Payment processing and delivery: In this stage, bank transfers fund from one account to another through fed wire, Bank wire, Chips, and SWIFT. 

   (4) Payment advising: After transferring funds, banks in this stage send messages to the recipient. Banks use the following 4 networks to send messages of fund transfer.   

a. Fed wire (The Federal Reserve Communication system)

b. Bank wire

c. Chips (The Clearing House Interbrain Payment Service)

d. SWIFT (The Society for Worldwide Inter-bank Financial Tele Communication).

CORPORATE CLEARING HOUSE

By clearing house, financial institutions clear and exchange their electronic payments. At present, in developed countries more than half a million people are using ACH system in paying their salary. Moreover, others are using ACH to serve other purposes. For example,   large insurance companies collect their insurance premiums by using the debit entry of depository transfer check. Cash concentration strategy through ACH is very popular and widely used service. Corporations are going for ACH service after considering Financial the facilities (cost reduction, receipt of funds within one day, etc.) of the collection of insurance premium and cash concentration strategy. 

OTHER TYPES OF ELECTRONIC BANKING

The terms ‘PC banking’, ‘online banking’, ‘Internet banking’, ‘Telephone banking’ or ‘mobile banking’ refer to a number of ways in which customers can access their banks without having to be physically present at the bank branch.

E-banking may be understood as term that covers all these ways of banking business electronically 

Tele-banking

Tele-banking service is provided by phone. To access an account it is required to dial a particular telephone number and there are several options of services. Options included-

• Checking account balance

• Funds transfer between current, savings and credit card accounts

• Bill payments

• Stock exchange transaction

• Receive statement via fax

• Loan payment information (http://www.csboak.com/telebank.htm)
PC Banking
The increasing awareness of the importance of literacy of computer has resulted in increasing use of personal computers through the entire world. Furthermore, incredible plummet of cost of microprocessor has accelerated the use of computer. The term ‘PC banking’ is used for banking business transacted from a customer’s PC. Using the PC banking or home banking now customers can use their personal computers at home or at their office to access their accounts for transactions by subscribing to and dialing into the banks’ Intranet proprietary software system using password.
Types of PC Banking
Basically, there are two types of PC banking.

The first type is online banking, in which bank transactions are conducted within closed networks. The customer needs specialized software provided by his bank. The second type is Internet banking, which German banks have been offering since the mid-nineties, although the only product they were offering at the time was information. Unlike closed networks, Internet banking permits the customer to conduct transactions from any terminal with access to the Internet.

Internet Banking

Internet banking would free both bankers and customers of the need for proprietary software to carry on with their online banking transactions. Customer behavior is changing rapidly. Now the financial service is characterized by individuality, independence of time and place and flexibility.

These facts represent huge challenges for the financial service providers. So the Internet is now considered to be a ‘strategic weapon’ for them to satisfy the ever-changing customers’ demand and innovative business needs.

[image: image12.emf]
Fig-5: Other types of E-banking

Adequate legal framework and maximum security are the two essential factors for Internet banking. The comprehensive security infrastructure includes layers of security from the network to the browser, including sophisticated encryption that protects customers’ from intrusion when they access the bank over the public network. Actually mobile banking is a variation of Internet banking. Mobile banking is a good example of how the lines between the various forms of e-banking are becoming gradually blurred. It assures immense flexibility and makes the financial services independent of time and place. However, the use of mobile banking is still in a nascent state. The slower transmission speed of the WAP standard and the limited amount of information available are just two of the factors inhibiting the use of those terminals.
ADVANTAGES OF E-BANKING
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  Swift transaction
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  Digital service
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  More security rather than traditional banking service
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  Less time consuming for the transactions
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  Twenty four hours service
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  Less risky to carry cash
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With the burgeoning of transactional banking websites, regulatory agencies are increasingly worried about the risks associated with e banking. The Basel Committee report on banking supervision (1998) states that the agency "recognizes that along with the benefits, electronic banking and electronic money activities carry risks for banking organizations, and these risks must be balanced against the benefits". Following is a review of some of the risks that are inherent in e banking.
Operational Security Risk: External and internal security issues pose perhaps the greatest threat to the growth of e banking. Banks also face the threat of viruses that can be placed in the bank network, or a scenario where a hacker obtains confidential information and then cyber-exhorts the bank with an offer to sell the information back to the bank.

Legal Risk: legal risks can arise due to violations of laws, rules, and regulations. In the world of electronic commerce, where technology and business arc in a state of constant flux, there is considerable ambiguity and uncertainty regarding legal rights. Banks involved in electronic payments, such as stored value cards, must determine whether such transactions impact reserve Requirements. 
Reputation Risk: Any problems with either security or legal issues can significantly impact the reputation of the bank. This is especially important in the banking industry where public confidence is long touted as paramount. Reputation risk can range from problems of customer dissatisfaction with online services to security breaches and fraud. 
Traditional banking risks: Finally, the traditional banking risks such as interest rate risk, credit risk, or liquidity risk can be exacerbated for a bank that has a significant online lending and/or transactions presence. In May 2001, the Basel Committee has identified 14 risk management principles for electronic banking to help banking institutions expand their existing risk oversight policies and processes to cover their e-banking activities.
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Chapter 3
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NTRODUCTION
Dutch-Bangla Bank is the first bank in Bangladesh to be fully automated and introduce Electronic Banking. The automation was completed in 2003, but further additions and features are continuously being added and upgraded. DBBL has adopted the same exact automation solution used my many international banking giants. Although this was significantly more expensive than other solutions, it is a small price to pay for a client's peace of mind.

A DBBL client now has unrivaled access to banking from any DBBL branch, ATM and POS. All of these services are free-of-charge and are surprisingly affordable for everyone. Even though DBBL has invested more in Electronic Banking more than any other bank, the division was never intended to be profitable. It was undertaken with the same mindset DBBL undertakes its Corporate Social Responsibility tasks. This is why you pay barely anything even though these same services would cost you much more in other countries and other banks. Never has any bank given so much for free.

DBBL also has the largest ATM network in Bangladesh. This gives DBBL clients full access to 'anytime anywhere' banking nationwide. All international and many local banks use the DBBL ATM network for their own clients. DBBL has installed over 1000 ATMs nationwide. As with most things, ATM access to all DBBL ATMs is unlimited and free for all DBBL clients. If a client of a member bank (not DBBL) uses a DBBL ATM, the member bank may add a transaction charge.

DBBL has the largest IT budget in Bangladesh. DBBL maintains the state-of-the-art Electronic-Banking Division. The Electronic-Banking Division oversees and maintains DBBL's investment as well as implementing upcoming projects.DBBL is the only local bank to have an off-site Data Recovery Site (DRS). DRS ensure that customer records are safe, backed-up, and up to date in the event of a major catastrophe at the Electronic-Banking Division headquarters. Since 2004, DBBL has introduced mobile and SMS banking. With a mobile phone, customers can perform many banking operations with their phone.

DBBL is a primary license holder for both VISA and MasterCard. It is authorized to issue and accept payments from both organizations. DBBL also works closely with both organizations to bring you the latest in card technology. DBBL also offer Visa and MasterCard Debit Cards.

Dutch-Bangla Bank Limited (DBBL) is a technology driven institution and a fully online banking organization. It caters to progressive clients who are accustomed to high levels of technology use and innovation. DBBL strives to provide its customers the latest in banking technology and delivery channels to make banking the most seamless task for its customers. 
REQUIREMENTS ANALYSIS
Keeping the security and reliability in mind, the management of the bank identified some hardware and software components for the project. Among hardware installations were the multi-processor clustered servers, ATM, POS Terminal, Card Personalization System, High Capacity UPS, Host Security Module, Networking Equipment, and among the software installation were the Core Banking Software,  Internet Banking Software, SMS & alert banking software, switching software, database and operating systems. 

BACKGROUND OF E-BANKING OF DBBL

For case studies and acquiring technical knowledge about these hardware and software, a management team visited in different banks in Srilanka and India in January 2003. Thereafter the bank selected state - of – the - art technologies optimizing the cost for the project. Besides this, the bank has setup the largest and modern data center and online-synchronized Disasters Recovery Site (DRS) in Bangladesh to safe – guard the customers’ interest. A set of servers, networking equipments and UPS identical to the data center is installed at DRS. In case the data center is destroyed for any reason, the DRS will take over the control of branches, ATMs, POS Terminal, Internet Banking, SMS & alert banking systems. DRS is a crucial system for any bank and is standard for all leading worldwide banks, as the success of a bank after any disasters depends highly on its DRS. The implementation of the automation project started with formation of a core team. A team of 22 members, which included 14 members from the business and 8 members from the IT, took an eight weeks long extensive training on the project implementation issues.

After completion of all necessary formalities, such as floating of international tender’s, evaluation of tender documents the board of Directors of DBBL formally approved the project at a cost of Taka 250.00 million in September, 2003. The main components of the project were the world renowned, robust and tested banking software  FLEXCUBE from ‘I-flex solution limited India world famous server from IBM USA switching software form oasis technology, Canada, world renowned Die bold ATM machines and Hyperion POS Terminals. The project also included an online disaster recovery site (DRS), first of its kind in Bangladesh to have effective disaster management system in place.   

 In February 2004, the User Acceptance Test (UAT) started in the data centered of the bank. The core team and networking team started installation of the servers, networking equipments and software, and customization of the same to adopt the prevailing banking rules and regulations of the country. Side by side, the switching team started installation of ATMs and POS Terminals and testing of their performance with the switching software. 

After UAT was over, the roll – out of the branches from the old system to the newly installed system began. The IT division rolled – out one branch at every weekend and installed ATM under the respective branches. On 18 December 2004 the roll – out of all the branches of the bank was completed. The year – end operation of the bank has completed successfully on 30 December 2004, centrally at the data centre. 
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Source: DBBL Card Division
Figer-1: This is the real communication channel of DBBL online banking system. All the components are connecting with fiber optical network. And the head office of DBBL’s IT department can control any of the branch computers by this network. And they can provide any types of solution by sitting the head office.
REVOLUTIONIZING BANKING IN BANGLADESH

Thereafter, the bank opened 32 new branches at different cities/towns with ATM facility. From the first day, these branches and ATMs are on-line and provided real – time banking services. From the beginning, the valued customers of these branches are getting truly on-line facility, 24 hours a day, 7 days a week, through all the branches, ATMs and POS terminals all over the country and through the Internet from all over the world.

Using the new ATM services, the customers of DBBL can perform a range of banking activities including cash withdrawal, balance inquiry, printing mini statement, utility bill payment and fund transfer, 24 hours a day, 7 days a week and even on holidays.Using the POS terminals the customers can pay shopping / dinning / hotel bills at various merchant locations throughout the country using DBBL cards and any Master Card or Visa branded cards. Using the Internet Banking System the customers can access his/her account anytime from anywhere from the world through internet and can enjoy a plethora of banking services including account summary, account statement, fund transfer, bills payment, initiation and execution of Standing Instructions, opening and redemption of Term Deposits from/to his savings or current account and much more.

For secured and fast delivery of foreign remittance to the beneficiaries all over the country, DBBL’s on-line banking service and ATM network provides a unique solution. Now the non-resident Bangladeshis can send their money to their near and dear ones on the same days. After receiving the advice from different exchange houses abroad in electronic form, the Bank now credits the beneficiaries account directly from head office. Immediately the beneficiary can withdraw money from any branch counter or ATM booth of DBBL.

In 2005, the Bank started issuing of MasterCard’s debit products – Maestro and Cirrus cards, and accepting MasterCard’s entire product range including MasterCard credit card, Maestro and Cirrus cards. In 2006, the Bank started issuing of Visa’s debit products – Visa Electron & Plus. From then onward, our valued customers have the option choose from the widest selection of cards. After obtaining the acquiring licenses from MasterCard and Visa, and its execution in 2005, all MasterCard and VISA cardholders of other local and foreign banks are able to withdraw cash from our ATMs and pay shopping /hotel / dining bills using our POS terminals at the standard prescribed charge of the MasterCard and Visa.

In 2006, the Bank launched SMS and alert banking system for the first time in Bangladesh. The SMS and the alert banking system is a modern tool for banking using a mobile phone. This service puts the banking at the hands of our customers. The customers can now avail a wide range of banking services through his mobile phone, 24 hours a day, 365 days a year sitting at his home or vehicle.

The ATM service offerings from DBBL are changing the way of banking practices of people, especially the students. Introduction of modern banking facilities for the general people of the country is a social service. To extend these services to more people, DBBL installed 1000 ATMs throughout the country including rural areas. At the end of 2011, DBBL continues to have the largest ATM network by a significant margin. The Bank extended its ATM services to the customers of other banks and signed agreement with the following banks:

1. Mutual Trust Bank Limited

2. Prime Bank Limited

3. Southeast Bank Limited

4. United Commercial Bank Limited 

5. Standard Chartered Bank

6. Bank Asia Limited

7. National Credit & Commerce Bank Limited

8. Commercial Bank of Ceylon Limited

COLLABORATING WITH OTHER BANKS FOR A COMMON GOAL

Even after servicing the numerous clients, DBBL decided to help member banks in their automation services. DBBL extended its support and expertise for reaching a common end goal of both DBBL and the partnering bank – serving the customer. To extend the ATM facilities to the suburban and rural areas where there is no DBBL – branches, DBBL has taken an initiative to install ATMs at the premises and nearby sites of other bank branches. Mutual Trust Bank has signed an agreement to this effect. Many other banks are in the pipeline to accept this service offered at a very attractive terms and conditions.

DBBL has introduced new economical services for banks, which do not have the facility to produce cards and host the card information (which involves expensive switching software and hardware for transaction pre-authorization). Now DBBL can offer these banks with card personalization, PIN generation and hosting, PIN Mailer printing, and transaction pre-authorization. This is essentially the entire card automation/ services for a fraction of the price it would take the institutions to implement it themselves. First Security Bank Limited is the first bank that signed with DBBL to avail these services.
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This is the real example of DBBL ATM booth. Now many of the banks collaborated with DBBL for using their ATM network.
NexusPRO-Cards (processor debit & Credit)
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NexusPRO is a revolutionary card first and only offered by DBBL in Bangladesh. It is the most advanced card in the world. Unlike normal cards, NexusPRO features a processor chip that makes the card the most secure and faster than any card worldwide. DBBL has worked with both Visa and MasterCard to bring this revolutionary card to the market.

It took 3 years for DBBL to implement what Visa and MasterCard both deem as the future card standard. It encompasses the digital age and the new technologies that have emerged in the electronic age. Visa and MasterCard both realized that the normal card is 40 years old and the amounts of fraudulent transactions were losing customers billions. North America will be have NexusPRO card compliant by 2016.But now DBBL already the only fully NexusPRO compliant and certified. DBBL's entire infrastructures (including ATMs) have had a costly upgrade to enable NexusPRO to Bangladesh. 

Brief Detail of How NexusPRO Works 

Normal cards use a magnetic strip at the back of the card. The information and security on that magnetic strip is stationary and does not change. Hence it can be easily duplicated. But NexusPRO's processor uses its processor to fully digitally lock all the information. It prevents the information from being copied as the processor 'generates' security codes rather than store it. It is a form of encryption. 

But NexusPRO goes even further. Visualize a series of locks and keys. Every lock has a corresponding key. Your account at DBBL has a digital lock, while your NexusPRO card is a digital key to access it. When a fraudlent card tries to access your account, DBBL knows that the correct digital key is not presented and denies access. Furthermore, DBBL replaces the account lock every second. But because a genuine NexusPRO card can generate the correct key using the processor, it can access open the account lock at that very moment. The next instance DBBL changes the account lock again, and your NexusPRO card has to generate the key again using its unique processor.

The NexusPRO system also prevents one NexusPRO card from accessing another NexusPRO card. This is because all processors are unique. All NexusPRO cards generate keys differently and DBBL is aware of all the differences and knows which card is which so they can access only their authorized accounts. However this was just a brief overview how your NexusPRO card works. The detailed workings are more secure and even more revolutionary

DBBL DEBIT CARD
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Dutch-Bangla Bank Limited (DBBL) commenced its Debit card operation in August 2004. Initially DBBL has issued only DBBL NEXUS classic cards to the accountholders. At present there are over 500,000 cards in the hands of the customers. 
DBBL is the market leader in Debit Cards. All DBBL debit cards give you unlimited and free access to all DBBL ATMs and POS nationwide. There is no transaction or hidden costs associated with DBBL cards and accounts. By default, when opening a DBBL account, all clients will receive the DBBL Nexus Classic card.

A debit card is more advanced than a credit card. DBBL Debit cards also have more features than credit cards and are fully recognized by Visa and MasterCard. DBBL Debit cards are also more secure, convenient and cheaper than any credit card or debit card in the market. Debit cards can withdraw money from your account directly while a credit card has to issue a 'loan'. 

DBBL debit cards come with the client's photo printed on it and requires a secret PIN verification by the client. A credit card only requires a signature (which can be forged) and no PIN verification for a transaction. That is why, for day-to-day banking, DBBL recommends debit cards. Each card comes with a PIN number which must be protected at all times by the client. The PIN number is used as a password for withdrawing cash at DBBL ATMs and accessing DBBL banking services.

Overdraft and credit facilities
In addition to normal debit card features, DBBL Nexus Gold and DBBL Nexus Silver debit cards come with automatic overdraft facilities (credit). This allows the cards to have a credit amount. Clients can accesthe credit amount instead of choosing to access the money in their account. This allows the debit card to perform in the same manner as a credit card. A small loan is issued when clients exercise this feature.

Charges

	 
	Issuance Fee (1st year)
	Annual Fee (2nd year onwards)
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DBBL Nexus Classic


	FREE
	460

	[image: image23.png]@&




DBBL Nexus Silver


	1000
	1000
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DBBL Nexus Gold


	1500
	2000
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DBBL Nexus Maestro
	575
	575
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DBBL Nexus Visa Electron


	575
	575
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DBBL Nexus MasterCard INTERNATIONAL


	USD $15
	USD $15


	Overdraft/Credit facilities

 
	Credit limit

	DBBL Nexus Silver
	50,000

	DBBL Nexus Gold
	200,000


 
Card Differences
	 
	ATM Cash Withdrawal Limit per day
	POS Cash Withdraw limit per day

	Nexus Classic
	50,000
	100,000

	Nexus Silver
	50,000
	100,000

	Nexus Gold
	50,000
	100,000

	Nexus MasterCard Maestro
	50,000
	100,000

	Nexus Visa Electron
	50,000
	100,000

	Nexus MasterCard INTERNATIONAL
	USD $3,000
	USD $5,000


*All cards can execute up to 5 rapid consecutive ATM transactions per day. This protects your security and prevents ATM machine abuse.
                                        DBBL CREDIT CARD
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DBBL offers the most secure credit card in the market. A credit card offers greater flexibility for international travel in locations which do not accommodate DBBL Debit Cards. But a credit card is inherently less secure unless it is a NexusEMV credit card. The reason why DBBL entered the credit card market at such a late stage is because it did not want to compromise your security until DBBL itself implemented NexusEMV technologies. All credit card DBBL issues are NexusEMV credit cards.

Brief Detail of How NexusEMV Works
Normal cards use a magnetic strip at the back of the card. The information and security on that magnetic strip is stationary and does not change. Hence it can be easily duplicated. But NexusEMV's processor uses its processor to fully digitally lock all the information. It prevents the information from being copied as the processor 'generates' security codes rather than store it. It is a form of encryption. 

But NexusEMV goes even further. Visualize a series of locks and keys. Every lock has a corresponding key. Your account at DBBL has a digital lock, while your NexusEMV card is a digital key to access it. When a fraudlent card tries to access your account, DBBL knows that the correct digital key is not presented and denies access. Furthermore, DBBL replaces the account lock every second. But because a genuine NexusEMV card can generate the correct key using the processor, it can access open the account lock at that very moment. The next instance DBBL changes the account lock again, and your NexusEMV card has to generate the key again using its unique processor.

The NexusEMV system also prevents one NexusEMV card from accessing another NexusEMV card. This is because all processors are unique. All NexusEMV cards generate keys differently and DBBL is aware of all the differences and knows which card is which so they can access only their authorized accounts. However this was just a brief overview how your NexusEMV card works. The detailed workings are more secure and even more revolutionary. 

With a vision of rendering services through new financial products, Dutch-Bangla Bank Limited has started issuance of DBBL-NEXUS Gold and Silver Credit Card facility since June 2006. With this card, the cardholders can avail a OD facility from Tk.10, 000/- (ten thousand) up to Tk.2, 000,000/-(twenty lac) depending on credit worthiness.
 

USER OF DBBL ATM CARD
The following persons generally use the DBBL ATM card- 

· Retailers,

· Students,

· Professional peoples,

· Service Holders & many more.

INTERNET BANKING
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DBBL allows you to do seamless internet banking. This allows you to review your account, statements, paying bills as well as making some transactions. Because of local banking regulations, DBBL is not allowed to provide some types of transactions even though it is fully capable.

Internet Banking Features

Account Summary:-The Customer will be able to view the list of Current, Saving, Term Deposit and Loan accounts with the current balance. 

Account Details:-The Customer can choose a particular account and see the account details including unclear fund, limit, interest accrued etc. 

Account Activity:-The customer can see or print his transaction activity in a given account for a particular period. 
Transfer Funds:-The customer can transfer funds from one of his accounts to another of his accounts within the bank. 
Pay Bills:-The customer can pay his utility bill (like Electricity, WASA, GAS, Telephone, Mobile, ISP etc.) 

Standing Instructions:-The customer can setup, modify or delete standing instructions for transferring fund from one of his account to another account (his account or 3rd party). 

Open/Modify Term Deposit:-The customer can open a term deposit by transferring funds from one of his current or savings accounts with the bank. He can also modify the TD and redeem / part-redeem it. 

Loan Repayments:-The customer can make payment of the loan installment from his CASA account. 

Statement Request:-The customer can make a request for account statement for a required period. The bank will manually service this request. 

Cheque Book Request:-The customer can make a request for a Cheque book. 

Cheque Status Inquiry:-The customer can choose an account and enter the Cheque number for which the status should be viewed. 

Stop Payment Cheque:-The customer can mark his Cheque leaf as stop payment. 

Interest Rate Inquiry:-The customer can query on the interest rates on CASA & Term Deposit Products. 

Foreign Exchange Rate Inquiry:-The customer can query on the Foreign Exchange (FX) Rates using this function. 

Refill Pre-Paid Card:-The customer can buy a refill number for his pre-paid mobile phone or ISP link. 

Change Password:-The customer can change his Internet Banking Password using this function.
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Dutch-Bangla Bank Limited (DBBL) has for the first time introduced its mobile banking service, expanding the banking service from cities to remote areas.Bangladesh Bank Governor Atiur Rahman inaugurated the service in July, 2011 by depositing Tk 2,000 and withdrawing Tk 1,500 through Banglalink and Citycell mobile networks in Motijheel area. Bangladesh Bank has already allowed 10 banks to initiate mobile banking. Of them DBBL kicked off first. "Mobile banking is an alternative to the traditional banking through which banking service can be reached at the doorsteps of the deprived section of the society,” the central bank governor said at an inaugural press briefing at Hotel Purbani. Atiur Rahman said through mobile banking various banking services including depositing and withdrawing money, payment of utility bills and reaching remittance to the recipient would be possible. By going to the DBBL-approved Citycell and Banglalink agents throughout the country, the subscribers can open an account provided they show the necessary papers and pay a fee of Tk 10. To use the banking service, subscribers must own a cell phone from any provider. The bank gives subscribers a four-digit PIN. By using the PIN, subscribers can use a number of banking services, including depositing and withdrawing money, while maintaining account security. Customers may hand over cash to agents in the bank's network, and agents can coordinate the transaction from their mobile phones, helping account holders securely complete banking tasks using their PINs. Customers can deposit or withdraw money up to five times per day, up to Tk 5,000 per day. One percent of the transaction account or Tk 5, whichever is greater, will be deducted as a cash-in charge. The charge for cash-out is 2 percent of the transaction amount or Tk 10, whichever is greater. There are no fees for registration, salary or remittance disbursement services.
Fast Track
During the Q1 of 2010, Dutch Bangla Bank Ltd. introduced "Fast Track" in the country. Fast Track is first of its kind in the country that is like a mini branch. Along with the generic ATM withdrawal service, it lets the customer deposit small amounts of money to DBBL account! The limit is currently 20,000 BDT. Moreover, the Fast Track also provides account opening service and loan information.As on 10 October 2010; DBBL has installed 50 numbers of Fast Tracks in Dhaka, Chittagong and Sylhet cities.
SERVICE PROVIDED BY ON-LINE OF DBBL
Through ATMs:
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By using the DBBL’s own ATM booths anywhere in the country, the valued customers of the bank can perform the following functions at any time-

5. Account balance enquiry

6. Mini statement printing

7. Statement request

8. PIN (Personal Identification Number) change

9. Request for Cheque Book

10. Fund transfer within his/her own accounts

11. Cash withdrawal – 24 hours a day, 7 days a week, 365 days a year

12. Cash deposit to some designated number of ATM’s any time

13. Payment of mobile/T&T phone, Gas, Electricity, Water, Internet, Credit Card bills from customer’s Savings/Current account.

Through Internet:

Through the Internet Banking of DBBL, the following can be performed:

· Checking of account balance

· Print-out of account statement for a particular period

· Transfer of found within the customer’s own accounts

· Payment of mobile/T&T phone, Gas, Electricity, Water, Internet bills from customer’s account.

· Payment of School/College/University fees by debiting one’s account

· Purchase of activation number for mobile/internet pre-paid cards

· Deposit of loan installments

· Stop Cheque payments

· Opening of an FDR (Fixed Deposit Receipt) account by debiting one’s Savings/Current/STD (Short Term Deposit) account

· Submission of L/C (Letter of Credit) application on-line

· Foreign Currency Exchange rates and interest rates enquiry.

Remittance-services for Exchange house

Foreign Remittance through Internet Banking

Remit money to BANGLADESH from anywhere of the world within few hours

Take help of DBBL truly on line Banking System

• DBBL handles your remittance entirely FREE OF COST.

• Your money will reach to Bangladesh within few hours.

• You can enjoy Internet Banking facility. You can even check through Internet that your money already reaches to your account or to the beneficiary as per your instruction.

• You can pay utility bills, fixed installments from your account through Internet. No need to come to the Bank.

• You or the beneficiary of your remittance can take the money from any Branches of DBBL, no matter where the account is domiciled.

• You or the beneficiary of your remittance can use ATM or POS terminal to withdraw or use cash.

Whom do you want to send money? What to do?

• If you want to send money to your own account, then you need to open an account in your name with any Branch of DBBL of your choice.

• If you want to send money to any person of your choice, he/she needs to have an account with any Branch of DBBL.

• Even you can send money through DBBL to any person having an account with any Bank in Bangladesh. However, we suggest you to open account with DBBL or ask your beneficiary of remittance to open account with DBBL to enjoy the tremendous facilities of ON-LINE Banking of DBBL.

What to do to remit money to Bangladesh?

1. Step in to your bank.

2. Go to the “Customer Transfer” desk.

3. Tell the bank-officer that you want to send money to Bangladesh through DBBL (SWIFT BIC: DBBL BD DH).

4. Give the following SSI of DBBL to bank-officer who needs this to remit the money promptly.

Two Flexible ways of remitting money

DBBL introduces two flexible ways of remitting money to Bangladesh using it’s truly On- Line Banking. These are:

1. Direct remittance to the beneficiary’s account

To avail this service your beneficiary needs to open an account with any branch of DBBL. You can now send money directly to the beneficiary’s account from any bank in the world. Please follow the procedure mentioned in “What to do to remit money to Bangladesh”. Your beneficiary’s account will be credited within few hours from the International Division of Head Office of the Bank. This is possible due to the centralized on-line system of the bank. Now your beneficiary can go to any branch or ATM of DBBL and withdraw cash; go to any POS terminal of DBBL and purchase goods & services using DBBL-NEXUS card; or use Internet Banking service of DBBL to do banking or pay various bills.

DBBL is also going to introduce Credit Card – both Local and International with a global brand.
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2. Remittance to the Remitter’s account
This is the most flexible system for the remitter. To avail this service you need to open one account for yourself and another account for your beneficiary with any branch of DBBL. All the necessary forms for opening account are available in this web site. Kindly print or down load the forms and after filled-in please send to any branch of DBBL. The addresses of the

DBBL branches are also available in this web site.

Now as usual, you can remit money to your own account any time from any bank in the world. Please follow the procedure mentioned in “What to do to remit money to Bangladesh”. Once you send money to your account with DBBL, your money will grow with us. You can use Internet Banking facility of DBBL to manage your cash efficiently. You can open FDR from your account, pay bills / loan installments, or provide standing instruction to transfer a fixed amount of money in a particular day of a specified period (say month, quarter, year etc.) to your beneficiary’s account. You can also monitor your all accounts regularly including checking of your account statements. All these can be performed by you sitting abroad at any time through internet. Using Maestro-Cirrus debit card of DBBL, you can withdraw money from any of the 300,000 cirrus ATMs in around 100 countries. You can also make payments for purchases in more than 800,000 Maestro outlets (POS terminals) worldwide. On the other hand, your beneficiary will get money as per your instruction given through internet. You can modify or cancel the instruction any time if you want to do so. All the instructions will be carried out by the system automatically.

Now your beneficiary can go to any branch or ATM of DBBL and withdraw cash; go to any POS terminal of DBBL and purchase goods or services using DBBL-NEXUS card; or use Internet Banking service of DBBL to do banking or pay various bills.
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Remittance through Exchange House 

At the beginning of the year 2005, our Bank has been exerting much emphasis on INWARD REMITTANCE. By this time the Bank established extensive drawing arrangement network with Banks and Exchange Companies located in the important countries of the world namely in the United Arab Emirates, State of Kuwait, State of Qatar, State of Bahrain, Italy, Canada and United States of America.

In the meantime, Dutch-Bangla Bank Limited gained the faith of the Bangladeshi Wage Earners in sending their hard-earned money to their respective beneficiaries in Bangladesh in shortest possible time. Expatriates Bangladeshi Wage Earners residing in those countries can now easily remit their hard-earned money to Bangladesh with confidence, safety and speed.
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Western Union                                      
Western Union Financial Services Inc. U.S.A. is a reliable money transfer company. 

Dutch-Bangla Bank Limited has set up a Representation Agreement with Western Union Financial Services Inc. U.S.A. as on 14th February 2006. Millions of people have confidence on Western Union for sending money to their friends and family. Through Western Union Money Transfer Service, Bangladeshi Wage Earners can send and receive money quickly from over 225,000 Western Union Agent Locations in over 197 countries and territories worldwide, only by visiting any branches of Dutch-Bangla Bank Limited in Bangladesh. 

Name of the Exchange Companies and Banks

	Sl No.
	Country
	Name of Exchange House

	01
	U.A.E
	Al-Ahalia Money Exchange Bureau

	02
	U.A.E
	U.A.E. Exchange Centre LLC.

	03
	Kuwait
	Kuwait Asian Int'l Exchange Co. W.L.L.

	04
	Kuwait
	Dollarco Exchange Co. Ltd.

	05
	Canada
	East Bengal Exchange Co.

	06
	USA
	Prabhu Money Transfer.

	07
	USA
	Western Union Financial Services Inc.

	08
	USA
	Wall Street Finance LLC
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Western union Money transfer, Translink – Manual Graph
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PROCEDURE OF INTERBANK FUND TRANSFER

DBBL is the unique name of true Electronic Banking. All branches of DBBL are in one network. One can get all types of facilities from any branch of Bangladesh wherever the branch he has maintaining his account. When any client of DBBL provides any cheque to another person who has also an account in DBBL then he can get this money instantly without any procedure of clearing house. When the person submit the cheque of another person to transfer the fund to his own account then he needs to write a deposit sleep where he will be write his name, account number, cheque number, cheque date, the cheque amount, and also his signature. After getting the cheque along with the deposit sleep the banks at first will cheek the payees balance from where the fund will be transferred. Then the signature on the cheque with the specimen signature he provided to the bank. If these are ready then the authorized officer will make a phone call to the cheque holder for the conformation of this cheque. Sometimes he would be asked different types of tactical questions like his date of birth provides by the banks database and any other questions for identifying the real person. After conformation the officer will write down the details of the conformation that he got from the phone call. Then he will input the details of the cheque and the receivers account number into the software. When the amount exceed 20,000 (thousand) then its need the authorization of manager or 2nd manager. After verifying all the things the top level officers will grand this authorization request. At last the officer will submit the fund transfer request that is granted by his superior. And instantly the fund will be transferred to the parties’ accounts. 

Charges of Inter-Zone Fund Transfer:

	Amount of Transactions
	Fees per transaction for inter-zonal transactions (Tk)
	Charge to be relized from

	Up to Tk.1.00 lac
	Nill
	

	Above Tk. 1.00 lac to Tk. 5.00 lac
	100
	Account Holder

	Above Tk. 5.00 lac to Tk. 15.00 lac
	200
	Account Holder

	Above Tk. 15.00 lac to Tk. 50.00 lac
	300
	Account Holder

	Above Tk. 50.00 lac
	500
	Account Holder


(Http://www.dutchbanglabank.com/webnew/atm_locations.aspx) in this address you know all DBBL ATM Branch and your ATM location.
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(http://www.dutchbanglabank.com/webnew/branch_locations.aspx) here you know BDDL Branch Location.

                                                                                                          (www.dutchbanglabank.com)
                                          Internet Banking Application Form
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                        (Internet Banking Application form Back Side.)
                                                  DBBL Internet Banking
TERMS & CONDITIONS
These Terms and Conditions provide information about the DBBK Internet Banking service provided to User by Dutch-Bangla Bank Limited. And set out the rights and obligations of the User and DBBL, in connection with the User(s) use to the DBBL Internet Banking Service. In the event of any conflict between these Terms & Conditions and the Rules and Regulations governing the User(s) account with DBBL, these Terms and Conditions shall prevail. For the purpose of this document, “Internet Banking” refers to the internet banking services provided by Dutch-Bangla Bank Limited provided services such as balance enquiry, details about transactions in the account(s), statement of account, utility bill payment services etc. “User”, “he/she” and/or “his/her” means DBBL customer(s) using DBBL Internet Banking and “DBBL” means Dutch-Bangla Bank Limited, a company duly incorporated under the Companies Act 1994, having its Registered Office at Sena Kalayan Bhaban (3rd, 4th, 5th and 10th Floor) 195 Motijheel C/A, Dhaka-1000; and its branch or its assigns in respect of which the service will be available.

1. APPLICATION FOR DBBL INTERNET BANKING:
1.1. These Terms & Conditions form the contact between the User and DBBL for using Internet Banking. The User shall apply in the prescribed form for use of Internet Banking. DBBL at its sole discretion to accept or reject any such applications.

1.2. By applying for Internet Banking for the first time, the User acknowledges and accepts these Terms & Conditions. Notwithstanding anything contained herein, all Terms & Conditions pertaining to the accounts shall continue to apply.

2. INTERNET BANKING USERS LOG IN ACCESS, PASSWORD & SECURITY PROCEDURES:

2.1. DBBL will provide the customer with unique customer identification (“Customer ID”) and a temporary (“Password”) in the first instance.

2.2. As a safety measure, the User, as a customer should immediately change Password upon his/her first login. User is requested to change his/her Password frequently thereafter as far as possible.

2.3. The customer acknowledges that the Login ID (Customer ID) and the Password selected act as User's authorized signature. This signature authorizes and validates directions given just as an actual written signature does.

2.4. User is responsible for maintaining the confidentially of Customer’s Login ID and Password. User should agree that he/she will not under any circumstances disclose his/her Password to anyone, including anyone claiming to represent the Bank or to someone giving assistance on a technical helpdesk in connection with the service. It should be clearly understood that Bank employees do not need User’s password for any reason whatsoever.
2.5. If User gives his/her Password to anyone or fails to safeguard its secrecy, he/she does so at his/her own risk because anyone with User Password will have access to his/her accounts.

2.6. If User forgets the Internet Banking password, he/she has to request for issue of a new password by sending a written request to DBBL.

2.7. If Customer’s password is lost or stolen, or is known by another individual, he/she must notify DBBL immediately.

2.8. The User agrees and acknowledges that DBBL shall in no way be held responsible or liable if the User incurs any loss as a result of information being disclosed by DBBL regarding his Account(s) or carrying the instruction of the User pursuant to the access of the Internet Banking and the User shall fully indemnify and hold harmless DBBL in respect of the same.

3. SERVICE SOFTWARE & HARDWARE REQUIREMENTS
3.1. User is solely responsible for the maintenance, installations and operation of User’s computer and for the software used in accessing Internet Banking.

3.2. DBBL shall not be responsibility if the Internet Banking System does not working properly due to the failure of electronic or mechanical equipment or communication lines, telephone or other interconnect problems, normal maintenance, unauthorized access, theft, operator errors, severe weather, earthquakes, floods and strikes, or other labor problems.

3.3. DBBL will not be held responsible for any computer virus that affects customer’s computer or the software while using Internet Banking or by accessing Internet Banking through the World Wide Web (WWW).

4. CHARGES:
4.1. DBBL reserves the right to change and recover from the User(s) service charges, as may be fixed time to time. The User hereby authorizes DBBL to recover such charges from his/her account(s). Please refer to DBBL’s charges schedule for specific charges information.

4.2. Charges are subjected to change from time to time at DBBL’s discretion.

5. UNAUTHORIZED/ FRAUDULENT ACTIVITIES:

5.1. Upon obtaining Customer ID and Password, User is requested to check the list of his/her accounts with DBBL. If any of User account is missing, please inform this to DBBL immediately. If a third party account is linked to User’s ID, please inform this to DBBL also.
 Do not access it or do not perform any transaction on that account. Such activity, if done, will be treated as fraudulent activity.

5.2. If User believes unauthorized transactions are being made with his/her account, he/she should change the Password immediately and notify the DBBL.

5.3. The User should check the Statements for all of his/her accounts for any unauthorized transaction.

In case of any discrepancy in details of any transactions carried out in respect of the account, in that event User should immediately inform DBBL in writing.

6. ON-LINE TRANSACTIONS & UTILITY BILL PAYMENT:

6.1. User shall be responsible for all transfers transactions, opening Term Deposit (TD) account and Standing Instruction initiated through Internet Banking.

6.2. No third party transaction is allowed except utility bill payment through DBBL Internet Banking.

6.3. The Utility Bill Payment services is only available to customers of the DBBL Internet Banking Service and shall cover all the utility bill payments of different utility service provider(s) (Billers) as mutually agreed between DBBL and the utility service provider(s).

6.4. The User should accept that he/she will be responsible for putting in the correct account number and transaction amount for the fund transfer request. In such case, DBBL will not be liable for any erroneous transactions incurred arising out of or relating to the customer entering wrong account number and amount.

6.5. Upon DBBL decision, there will be a transaction amount limit though internet banking. Maximum amount of transaction limit can be subjected to change from time to time at DBBL’s discretion.

6.6. Any transaction made after working hours or on public/bank holidays, the transaction value date will be the next working day.

6.7. No transaction is allowed from a non-convertible taka account to a convertible account.

6.8. Any conversion rate of any foreign currency shown and interest rate are only for customer’s convenience. It cannot be taken as price quote from bank’s end.
7. MAINTENANCE OF SUFFICIENT FUND:
7.1. The User shall ensure that there are sufficient funds (or prearranged credit facilities) in my account for transactions through the Internet Banking.

7.2. DBBL shall not be liable for any consequences arising out of its failure to carry out the instructions due to inadequacy of funds and/or credit facilities.

8. ANTI MONEY LAUNDERING:
8.1. Customer should agree and confirm that he/she will not use this Internet Banking facility for money laundering or violate any law related to the money laundering.

8.2. DBBL reserves the right to demand explanation from the User regarding any matter pertaining to money laundering law of the country.

9. PROPRIETARY RIGHTS:
9.1. The User acknowledge that the software underlying the Internet Banking as well as other Internet related software which are required for accessing Internet Banking are the legal property of the respective vendors.

9.2. The permission given by DBBL to access Internet Banking will not convey any proprietary or ownership rights in such software.

9.3. The User shall not attempt to modify, translate, disassemble, decompile or reverse engineer the software underlying Internet Banking or create any derivative product based on the software.

10. GOVERNING LAW:
10.1. These Terms and/or the operations in the Accounts of the User shall be governed by the Laws of Bangladesh, in force.

10.2. DBBL may, in its absolute discretion, commence any legal action or proceedings arising out of the Terms for Internet Banking in any other court, tribunal or other appropriate forum, and the User hereby consents to that jurisdiction.

10.3. Any provision of the Terms for Internet Banking which is prohibited or unenforceable in any jurisdiction shall, as to such jurisdiction, be ineffective to the extent of prohibition or unenforceability but shall not invalidate the remaining provisions of the Terms or affect such provision in any other jurisdiction.

11. CHANGES OF TERMS:

11.1. DBBL shall have the absolute discretion to amend or supplement any of the Terms at any time and will attempt to give prior notice of fifteen days for such changes wherever feasible. Such change to the Terms shall be communicated to the User. By using any new services as may be introduced by DBBL, the User shall be deemed to have accepted the changed Terms.

                                   SMS Banking Application Form
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                                   DBBL SMS & Alert Banking
DBBL SMS & ALERT BANKING TERMS & CONDITIONS

By applying for SMS & Alert Banking for the first time, the User acknowledges and accepts the below listed Terms & Conditions. Notwithstanding anything contained herein, all Terms & Conditions pertaining to the accounts shall continue to apply.

1. DBBL will provide the customer with temporary PIN for SMS Banking in the first instance.

2. As a safety measure, after sending a SMS request to DBBL which contains his PIN, the user should immediately delete the SMS from the ‘Send Items’ or ‘Outbox’ of his/her mobile.

3. As a safety measure, the User, as a customer should immediately change PIN upon receiving the same for DBBL. User is requested to change his/her PIN frequently thereafter as far as possible.

4. The customer acknowledges that the PIN selected act as User's authorized signature. This signature authorizes and validates directions given just as an actual written signature does.

5. User is responsible for maintaining the confidentially of Customer’s PIN. User should agree that he/she will not under any circumstances disclose his/her PIN to anyone, including anyone claiming to represent the Bank or to someone giving assistance on a technical helpdesk in connection with the service. It should be clearly understood that Bank employees do not need User’s PIN for any reason whatsoever.

6. User should make sure that no one is physically watching his/her PIN when he/she is entering in to the mobile. The PIN should not be written anywhere.

7. If User gives his/her PIN to anyone or fails to safeguard its secrecy, he/she does so at his/her own risk because anyone with User PIN will have access to his/her accounts.

8. If User forgets the SMS Banking PIN, he/she has to request for issue of a new PIN by sending a written request to DBBL.

9. The User agrees and acknowledges that DBBL shall in no way be held responsible or liable if the User incurs any loss as a result of information being disclosed by DBBL regarding his Account(s) or carrying the instruction of the User pursuant to the access of the SMS Banking and the User shall fully indemnify and hold harmless DBBL in respect of the same.

10. DBBL reserves the right to change and recover from the User(s) service charges, as may be fixed time to time. The User hereby authorizes DBBL to recover such charges from his/her account(s).

11. Normal SMS charge by the mobile operators will be applicable for each SMS send to DBBL
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                                        Study area and some of data DBBL,

                                                      (Rampura Branch)
INTRODUCTION
As a part of my under graduation program, I have completed my internship in a renowned financial institution named “Dutch-Bangla Bank Limited.” Throughout the period of my internship, I had been working in several departments. I prepared this report concentrating on the Electronic Banking activities of Dutch-Bangla Bank Limited. The report will reveal the background of the company, description of the Electronics Banking activities of DBBL, findings and recommendations based on the experience gathered. 

OBJECTIVE OF THE STUDY

There are two main objectives behind this report. The Primary Objective of the study is to fulfil the partial requirement of the BBA program. In the final semester of our BBA program one Internship report is to be submitted. An oral viva will be held on this report. 


The secondary objectives of the study are to provide:

i. To get a broader overview of Electronic Banking,

ii.  Importance of E-Banking Activities from an organizational perspective,

iii. To identify the activities served by Dutch-bangle bank to perform the “Electronic Banking Activities”.

iv. To know the types of services which DBBL provides electronically.

v. To learn the operations of ATM machine.

vi. To learn the basic requirement of the bank for providing e-banking facilities for the customers. 

METHODOLOGY

In order to make the study more meaningful and presentable, two sources of data and information will be used widely. The sources of data are as follows- 

The Primary Sources:

· Face-to-face conversation with the respective officials.

· Informal conversation as well as a direct interview with officials of DBBL

·  Practical work experience on different desks of the unit.

· Relevant file study as provided by the officers concerned.

The Secondary Sources:

· Annual report and periodical publications 

· Different publications, Newspapers and Journals.

· The internet will also be used as a theoretical source of information

The activities performed under “Electronic Banking Activities” were identified through informal interviews with the officials and from different publications.

LOCATION OF THE STUDY

The area of my study has mainly been encompassed on the very busy branch of DBBL, Rampura Branch.

SCOPE OF THE STUDY

The report consists of mainly three broad parts like- The Organizational part, The Electronic Banking part and with that the activities of the bank regarding e-banking. The Organization part includes a description of Dutch-Bangla Bank Limited, its background, history, description of the facilities provided by the Bank. The Electronic Banking part introduced the real mean of E-banking and at last it consists of different activities performed by Dutch-Bangla Bank under the head of E-Banking Activities and summarizing the total contribution to perform those activities.
LIMITATIONS OF THE STUDY
The following limitations are apparent in the report:
The main Limitation of this report is that it’s not possible to disclose all data and information for the reason of confidentiality.

The bank’s employees were very much busy in banking hour. So it was very difficult to have them for equitable long time.

· As this report is based on information only, it does not include any research. So, any lack of adequacy or authenticity may hamper the contents of the report. Different sources of data has been using in this report, which may create the harmony of the writing & presentation bias.

INTERNSHIP POSITION

I have completed my internship program in Dutch Bangla Bank Ltd. I was placed Rampura Branch. I joined my internship on 11 January, 2012. This is the new and busy branch of DBBL from any other branches of Bangladesh as a result I have gathered lots of experience from there.

During my internship period I had not any specific organizational position. So I was got chanced to do worked many desk of the branch. Therefore I had lots of experience in IT area that is why most of the time they utilized me for their computer related works. But I also worked different types of jobs.  I worked there five days in a week. My office hour was 10am to 7pm. At the first day of internship Mr. Monir Hossain Chowdury & Mr.Ruhul Amin, (Officer) general banking department, introduced me with all of the staff and initially assigned me some tasks.

                                                     NATURE OF THE JOB

As a part of internship program, I was required to learn various types of banking tasks which were assigned by the officers of different departments. In this period, I am working with all the departments but basically in a major portion of time I spend in general banking departments. Because excess load was always created in this department. But I have also done different types of online related tasks, which helped me to gain practical experience on Electronic banking activities of DBBL, I am also done many tasks like- Pay Order issuing, Fund Transfer, GL Account maintaining, foreign remittance clearing, etc. This has definitely enriched my practical experience. My different types of tasks are described below:

Account Opening:

Account opening was  one of my task, where my jobs was to giving the information regarding new account opening, help the customer to fill up the account opening form, and input the information into the account opening software. Under this section, DBBL opens different types of accounts on the request of clients. Such as:

(a)
Current Deposit (CD)

(b)
Saving Deposit (SB)

(c)       Other type

Checkbook issue:

After opening an account the customer generally get his checkbook after seven working days. It takes this time because the checkbook is in the printing form with the account holders name and account number. When the checkbook are delivered by the head office my tasks was to input the check series into the server that is why the customer can use this check number in all the branch of DBBL. It has to be done because DBBL is the fully automated bank. One can issue his check any branch of DBBL and can en-cash his money by providing the check.

ATM Related Task:

Generally customers ATM card are send to the customers respective mailing address within 15 working days, but when the currier service failed to receive the card to the customer then it  return to the branch and the customers have to collect the cards from the branch along with the pin number. My task was to giving the information to the customers about their card status by using the software. And also give the pin number.
Statement Inquiries:

My regular task was to meet the customer queries about their account and print the statement if they needed. DBBL charged taka. 115. for giving any statement. But for the first year it is free for the customer. Although every year the bank provides their customers a yearly statement for free of charge by the post.

Learning the Banking Software of DBBL:

I have also learned the banking software of DBBL named FLEXCUBE from I-flex solution, India. I have to memorize different task code of this software for made my job easier. The entire officer has a unique ID for doing their job. They taught me the software spontaneously, because I had good knowledge in IT before. So I adopted the software very quickly.

 Clearing check:

DBBL collects the bills on behalf of their customers.  When the bill is within the range of the clearinghouse it is sent for collection through clearing section. As far as safety is concerned customers get crossed cheque for the transaction Crossed check can’t be encashment from the counter; rather it has to be collected through banking channel i.e., clearing. If a client of DBBL received a check of another bank that is located within the clearing range and deposit the instrument in his account at DBBL, then DBBL will collect the money through clearing house. After received the check DBBL will credit client account. However, the amount is credited in the customer a/c but he will not get the money until the check is honored.  My task was:

· Receive cheque and check some elements like Cheque include MIRC Number, Cheque back side include Name, Account Number & Contract Number.

· Then Setup cheque in Automation machine, in this machine capture Customer cheque both side and take MICR routing Number and give a code number in cheque back side. In this code comes form Bangladesh Bank. (If the cheque is return then 58/- charge.)

OBC Register Maintain:

If the bill is beyond the clearing range then it is collected by OBC (Outward bills for collection) mechanism. Customer deposit cheque, drafts etc. for collection, attaching with their deposit slip, Instrument within the range of clearing are collected through local clearing house, but the other which are outside the clearing range are collected through OBC mechanism. Suppose a customer of DBBL of any branch is depositing a cheque, of Sonali Bank jessore branch. Now as a collecting bank DBBL will perform the following task; 

Procedure:

a. Depositing the cheque along with deposit-slip

b. Crossing of the cheques are done indicating particular branch as collecting bank.

c. Endorsement “Payee’s A/C will be Credited on realization” is given

d. Entries are given in the Outward Clearing Register (OBC)

e. OBC carbon copy Bank collected.

Collecting bank can collect it either by its branch or by the drawer’s bank. They will forward the bill then to that particular branch. OBC number will give on the forwarding letter. My task was to sending the OBC cheque by the currier and maintains the register until realization. Also I was done the calculation of charges for the OBC. 
Pay Order Issue:
One of my interesting jobs was issuing the Pay Order. Pay order is an instrument, which is used to remit money within a city through banking channel. The instruments are generally safe as most of them are crossed.
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Pay Order FormA customer can purchase pay order in 3 different ways:
	By cash
	Cash A/C..........……………………..................................Dr.

	
	Bills Payable (P.O) A/C...........….....................................Cr.

	
	Income A/C Commission on Remittance*.......................Cr.

	By account
	Client’s A/C .....................................…............................ Dr.

	
	Bills Payable (P.O) A/C .................…..............................Cr.

	
	Income A/C Commission on Remittance*...………….....Cr.

	By transfer
	Head office \ other department’s client A\C.....................Dr.

	
	Bills Payable (P.O) A/C .........................……..................Dr.

	
	Income A/C Commission on Remittance* ...…...............Cr.


Table- 3 Different ways of Pay Order

From the above accounting treatments it is clear that the money, which is received by the bank from selling the instrument, is kept under bills payable account (GL Account). It is current liability on the part of bank, which implies that, money received in this purpose has to be paid to the payees collecting bank on placement of the instrument. But in the local banking arena DBBL offers 57.50 tk for issuing of Payment Order for everybody. 

                                                                                    (DBBL Rampura Branch)
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PROBLEMS IDENTIFICATION REGARDING ELECTRONIC BANKING SERVICES OF THE DBBL
On the basis of the study of the overall e-banking activities of DBBL, we can say that for the following reasons the overall online services of the bank cannot be expanded rapidly –

· The infrastructure of e-banking in Bangladesh is inefficient so DBBL cannot maintain their e-banking with other banks in Bangladesh.

· In my experience I found that some day in pick hour the software was very slow and that always creating problem in times of transaction and any other work for the bank. It’s because the FLEXCUBE software is now old and it had a limitation to hold the certain number of account, but DBBL’s policy is to increase more and more account which is because the server was randomly hanged. 

·  Though DBBL is trying to give the online service of their customers but there is also some lack of adequate knowledge about the e- banking.

· I think DBBL has the lack of proper strategic plan that is why they cannot gain and retain a big portion of market share among many other online banks. 

· In Bangladesh there is a lack of international standard communication channel that is hampering DBBL’s e-banking.

· Improper inter –district telecommunication systems and country wide data communication system, that is why the bank is not able to provide its online services to the country wide.

· Branch offices cannot be linked efficiently with the head office through single networking based on online real time basis.

· Lack of attractive remuneration to the technocrats. This motives them to go abroad for higher remuneration. 

· Inadequate budget for establishing the new branches and it online facilities over the nationwide.

· Lack of integrated plan between the DBBL and the Bangladesh bank authority.

· Inefficient corporate clearing house facilities of the bank. Though the bank now started their Automated Clearing house but that is not fully implemented. 

· The bank’s branches network is only the number 112 over the country and most of the branches are located in the Dhaka city, in the Chittagong commercial area and in the others large commercial area of Bangladesh. For the reasons the people of these areas only get the banks overall services. That is most of the people of the country cannot get the banks services because  they live in the rural area or at the zonal level 

· Lack of comprehensive legal structure is one of the problems in implementing E-banking in Bangladesh that affects on the bank.

· Only ATM service & pos service of the DBBL are better than the other online banks of Bangladesh, but ACH, home-banking services wire transfer services are not yet swift in comparison of standard chartered bank, the HSBC.

· The bank cannot provide online services frequently due to the insufficient electricity facilities in Bangladesh.

· In addition, DBBL credit card has not yet so much popular in the market.

1. Only retail e-banking services are provided rather than corporate e-banking services.

· DBBL has no specific customer service desk to solve all types of solution like- balance inquiry, statement inquiry, IPO refund inquiry, or any types of complain. That is why customers are creating problems with the officers of the branch. All the officers have to do their own assigned work and they were always busy to do that.

· Some time server slow so people don’t collect their money.

· Some of ATM Booth has no money. So customer faces frustration.

· When IPO share is come in a bank, this time bank rules and customer don’t controlled.

Swot Analysis of DBBL

SWOT Analysis:

SWOT analysis is a widely used technique through which managers create a quick overview of a company’s strategic situation. SWOT stands for a company’s internal Strength & Weaknesses and its environmental Opportunities & Threatsss. It is based on the assumption that an effective strategy derives firm a sound “fit” between a firm’s internal resources (strengths and weaknesses) and its external situation( Opportunities and Threats). A good fit maximizes firm’s strengths and opportunities and minimizes its weaknesses and Threats. 
The Dutch-Bangla Bank’s SWOT analysis matrix can be as follows:

	Strengths
	Weaknesses

	· Largest banking service provider in the commercial bank and operate near about 1000 corporate client.

· Qualified, hard working & dedicated human resources

· Gets advantage for ATM card 
	· Low deposit rate and minimum balances are too high.

· Non functioning ATM machines, delay for providing cards.

· Poor coordination & communication between Head offices and branches

	

	Opportunities 
	Threats 

	· If reducing its current fees & charges and positioning attractively , so DBBL can attract more corporate client

· By offering more attractive interest rates, and lowering the minimum balances eligible for interest, the bank can attract a lot of the old customers 
	· At present Trust Bank, EBL and BRAC Corp are posing significant threats to DBBL regarding retail and business banking respectively. 

· Furthermore, the new comers in private banking sector are also coming up with very competitive products. 


Chapter 4
Organizational Profile

INTRODUCTION

All over the world, the dimension of Banking has been changing rapidly due to Deregulation, Technological innovation and Globalization. Banking in Bangladesh has to keep pace with the global change. Now Banks must compete both as local institution and foreign one.

The declaration of the Government's bold and far-sighted decisions to allow banks in the private sectors to play its due role in the economy of Bangladesh, have started the process of creating new and dynamic financial institutions. One such institution is the Dutch-Bangla Bank Ltd. (DBBL). At present; the emergence of Dutch-Bangla Bank Ltd. is an important event in the private banking arena of Bangladesh.
BACKGROUND OF DBBL

Dutch-Bangla Bank Limited is a scheduled commercial bank. The Bank was established under the Bank Companies Act 1991 and incorporated as a public limited company under the Companies Act 1994 in Bangladesh with the primary objective to carry on all kinds of banking business in Bangladesh. The Bank is listed with Dhaka Stock Exchange Limited and Chittagong Stock Exchange Limited. DBBL- a Bangladesh European private joint venture scheduled commercial bank commenced formal operation from June 3, 1996. The head office of the Bank is located at Senakalyan Bhaban (4th, 5th and 6th floor), 195, Motijheel C/A, Dhaka, Bangladesh. The Bank commenced its banking business with one branch on 4 July 1996.

Dutch Bangla Bank Limited (DBBL) is a public limited company by shares, incorporated in Bangladesh in the year 1995 under companies Act 1994.  With 30% equity holding, the Netherlands Development Finance company (FMO) of the Netherlands is the international co-sponsor of the Bank. Out of the rest 70%, 60% equity has been provided by prominent local entrepreneurs and industrialists & the rest 10% shares is the public issue. During the initial operating year (1996-1997) the bank received skill augmentation technical assistance from ABN Amro Bank of the Netherlands.

DBBL’s focus is to provide one counter service to clients covering: Commercial Banking (Deposit Accounts), Consumer Banking (Retail Baking) - Traveler Cheques- Foreign & Inland Remittances, Financial Services, Corporate Banking, Asset & liability management, Liquidity & capital Resources Management, Information technology, Human Resources. 

DBBL Internet banking enables customer to access his/her personal or business accounts anytime anywhere from home, office or when traveling. Internet Banking gives customer the freedom to choose his/her own banking hours. It can save time, money and effort. It's fast, easy, secure and best of all.

DBBL, since its inception was active in various social activities, which increased manifold over the period of time and its growth. It is one of the fast growing leading online banks in private sector.  The emergence of Dutch-Bangla Bank Ltd. in the private sector is an important event in the banking area of Bangladesh. The Netherlands Development Finance Company (FMO) of the Netherlands is the international sponsor of the Bank. The FMO is the Dutch development bank of the Netherlands specialized in the financing of private enterprises in Asia, Africa, Latin America and Eastern Europe. 

Dutch-Bangla Bank Ltd. came into existence with joint venture as a public limited company incorporated in Bangladesh on June 26, 1995 with the primary objectives to carry on all kinds of banking business in and outside of Bangladesh. DBBL has started its business with foreign bank. DBBL commenced its business as scheduled bank with effect from July 04, 1995 with one branch-Motijheel Branch, Dhaka, with a motto to grow as a leader in the banking arena of Bangladesh through better counseling and effect service to clients and thus to revitalize the economy of the country. All the branches are currently providing truly On-Line banking facility. DBBL resumed its operational activities initially with an authorized capital of Tk.400 million and paid up capital of Tk.202.14 million.
MISSION, VISION AND OBJECTIVE OF DUTCH-BANGLA BANK LTD.

· Mission 

Dutch Bangla Bank engineers enterprise and creativity in business and industry with a commitment to social responsibility.” PROFIT ALONE” does not hold a central focus in the bank’s operation; because “man does not live by brain and butter alone “.

· Vision   

“To become a leading banking institution and play a pivotal role in the development of the country”

DUTCH BANGLA BANK dreams of better Bangladesh, where arts and letters, sports and athletics, music and entertainment, science and education, health and hygiene, clean and pollution free environment and above all a society based on morality and ethics make all our lives worth living. DBBL’s essence and ethos rest on a cosmos of creativity and the marvel magic of a charm life that abounds with sprit of life and adventures that contributes towards human development.   

· Core Objectives 

Dutch-Bangla Bank believes in its uncompromising commitment to fulfill its customer needs and satisfaction and to become their first choice in banking. Taking cue from its pool esteemed clientele, Dutch-Bangla Bank intends to pave the way for a new era in banking that uphold and epitomize its vaunted marques “Your Trusted Partner”.

· To establish relationship banking and improve service quality through development of Strategic Marketing Plans.

· To remain one of the best banks in Bangladesh in terms of profitability and assets quality. 

· To introduce fully automated systems through integration of information technology.

· To ensure an adequate rate of return on investment

· To keep risk position at an acceptable range (including any off balance sheet risk
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1. Mr. Zahid Hossain Khan Chairman 

2. Mr. Sayem Ahmed Director 

3. Mrs. Frey-Tang Yuen Mei, Barbara Director 

4. Mr. Md. Fakhrul Islam Director 

5. Dr. Irshad Kamal Khan Independent Director 

6. Dr. Syed Fakhrul Ameen Director from the Dipositors

7. Mr. Chowdhury M. Ashraf Hossain, Director from the Dipositors

8. Mr. K. Shamsi Tabrez, Managing Director, Director (Ex-officio)
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Organization Diagram-6
PRODUCT AND SERVICES OF DBBL

Products and services offered by DBBL

· Retail Banking

· Remittance and collection

· Import and export handling and financing

· Corporate Banking

· Project Finance

· Investment Banking

· Consumer credit

· Agriculture Loan

· Real time any branch banking

· 24 Hours Banking through ATM

Banking Products

            1. DBBL-NEXUS ATM & Debit card

2. DBBL-Maestro/Cirrus ATM & Debit card

3. DBBL Credit card

· Internet Banking

· SMS Banking

· On line Banking through all Branches

   Various deposits: 

· Savings Deposit Account

· Current Deposit Account

· Short Term Deposit Account
· Resident Foreign Currency Deposit

· Foreign Currency Deposit

· Convertible Taka Account

· Non-Convertible Taka Account

· Exporter's FC Deposit(FBPAR)

· Current Deposit Account-Bank

· Short Term Deposit Account-Bank

Loan & Advances

· Loan against Trust Receipt

· Transport Loan

· Consumer Credit Scheme

· Real Estate Loan (Res. & Comm.)

· Loan Against Accepted Bill

· Industrial Term Loan

· Agricultural Term Loan

· Lease Finance

· Other Term Loan

· FMO Local currency Loan for SME

· FMO Foreign currency Loan

· Cash Credit (Hypothecation)

· Small Shop Financing Scheme

Foreign Trade
           DBBL extends finance to the importers in the form of:
· Opening of L/C (Foreign/Local) 

· Credit against Trust Receipt for retirement of import bills. 

· Short term & medium term loans for installation of imported

Import Finance

          DBBL extends finance to the importers in the form of:

                  1. Opening of L/C 

                  2. Credit against Trust Receipt for retirement of import bills. 

Export Finance

1. Pre-Shipment Finance

     Pre-Shipment finance in the form of:

                    I) Opening of Back-to-Back L/C
                    II) Export Cash Credit   

2. Post-Shipment Finance


    Post-Shipment finance in the form of:

                     I) Foreign/Local Documentary Bills Purchase
                     II) Export Credit Guarantee
                     III) Finance against cash incentive

Foreign Remittance

DBBL provides premium quality service for repatriation and collection of remittance with the help of its first class correspondents and trained personnel. By introducing on-line banking service and becoming a SWIFT Alliance Access Member, which enable its branches to send and receive payment instruction directly, which helps provide premium services. Remittance services provided by DBBL are:

· Inward Remittance:       Draft, TT

· Outward Remittance:    FDD, TT, TC and Cash (FC)

Western Union

Western Union Financial Services Inc. U.S.A. is the number one and reliable money transfer company in the world. This modern Electronic Technology based money transfer company has earned worldwide reputation in transferring money from one country to another country within the shortest possible time. Dutch-Bangla Bank Limited has set up a Representation Agreement with Western Union Financial Services Inc. U.S.A. as on 14th February 2006. 

DBBL Internet Banking

DBBL Internet banking enables customer to access his/her personal or business accounts anytime anywhere from home, office or when traveling. Internet Banking gives customer the freedom to choose his/her own banking hours. It can save time, money and effort. It's fast, easy, secure and best of all.
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CONCLUSIONS

Electronic banking is relatively a new concept for Bangladesh. It is not long ago when people wait in queue for long time with token in hand and collects money. But today the scenario is a little different at least in the urban areas. With the blessing of modern banking facility, people can enjoy 24 hours banking facility without going to the bank physically even from client's residence through Internet Banking or through ATM, POS terminals. At the same we need to be very careful about the fraud. Although online banking fraud in large scale is yet to be reported in Bangladesh we need to take all the necessary measures to prevent it. This can be done through proper education on information technology & sufficient software & hardware support. Proper implementation of online banking will create a positive impact on economy. Dutch-Bangla Bank Limited is the leader in the Electronic banking among the private banks of Bangladesh. It has employed almost all types of modern day banking facilities to provide convenience to its customers. All automated delivery channels are providing round the clock service through the mentioned hardware and software. Due to its contribution to the society as well as national economy, it has made a clear distinction and has occupied a separate and respected position in the banking sector of Bangladesh. Expanding its business arena and volume, it has also accelerated its contribution to the underprivileged of the society. DBBL contributes 5% of its profit for helping the destitute to develop their standard of living and earn a respectable way to keep up with their everyday activity. Considering the issues discussed earlier we may conclude that the Dutch-Bangla Bank Ltd. is not only a profit making organization, it is also a perfect "Corporate Citizen" who always carry out its duties of corporate social responsibilities.  As banking sector is service oriented, therefore, banks of Bangladesh must move towards fully online banking. This will enable them to provide round the clock services through all the service channels without deployment of much manpower thus saving time & money and most important of all ensuring transaction security.

I think DBBL plays an important role for the economic growth of the country by providing its banking services through over the counter and the on-line services. It seems to me that in DBBL, there is a sufficient opportunity to gain the practical knowledge about the Electronic Banking Activities. 

RECOMMENDATIONS
To improve the e-banking services of DBBL, I have the following suggestions for the bank- 
· DBBL should provide adequate training and technological support to develop the manpower or personnel working in the e-banking section.

· DBBL should have a strong strategic plan for automated market development.

1. The bank should develop integrated e-banking software within a short period of time. Because I think excess load will be the cause of a big damage for the existing software.

· A specialized, self-owned organization can be established by the bank so that they can develop the infrastructure of e-banking in Bangladesh that will also be the social responsibility for them.

· A standard carrier design needs to be formed for the computer experts within the bank so that they do not feel interest to go abroad for lucrative financial offer.

· Clearinghouse operations are demanded to be fully automated. If it could be implemented, then banks will be motivated to implement in front services counter of electronic bank.

· To meet the demand of current and prospective clients, banking software to be produced in such that the coordinated effort can supply all information from the front desk. The bank requires systemic and planned budget for expanding e-banking.

· To provide the nationwide & countrywide services, the bank should expand the number of branches of ATM booth at zonal level so that the most of the people of the country can get the benefit, which live in zonal level, rural level.

· To take initiative for implementing automated financial sector by coordinate effort of the central bank along with the commercial bank. Credit card services should be implemented rapidly. And the restriction for getting the credit card should reduce.

· Sometimes I found that the top level officers were so much lazy to do their work, this is a great problem for the officers because without his authorization any transaction will not be completed. If they take much time then the total procedure will be delayed, because the online system is a one channel and step by step procedure. So the lop level managers should have very much conscious about their task.

· DBBL should increase their branch so that they can pick up most of the market share among the other online bank. I worked in Rampura branch and I found that the interior design is not so attractive that can attract the customers. They should impose their attention about that.

· DBBL have to build up their customer services desk and call center for the betterment of their services.
Appendix
ABBREVIATIONS

· DBBL


Dutch-Bangla Bank Limited.

· UAT


User Acceptance Test.

· DRS


Disaster Recovery Site.

· UPS


Uninterrupted Power Supply.

· IT

            Information Technology.

· EMV


Euro pay, MasterCard and Visa.

· TQ


Travel Quota.

· RFCD


Resident Foreign Currency Deposit.

· RQ


Retention Quota.

· PIN


Personal Identification Number.

· SMS


Short Message Service.

· EFTS


Electronic Fund Transfer Systems.

· L/C


Letter of Credit.

· ATM


Automated Teller Machine.

· NACHA

National Automated Clearing House Association

· POS


Pont of Sale.

· LAN


Local Area Network.

· IPO


Initial Public Offering

· ACH


Automated Clearing House.

· CHIPS


The Clearing House Inter-bank Payment Service.

· SWIFT

The Society for Worldwide Inter-bank Financial                            Telecommunication.

· WWW


World Wide Web.

· OBC


Outward Bills for collection

· PIN


Personal Identification Number

· PO


Payment Order


· TIN


Tax Identification Number

· OD


Over Draft

· KYC


Know Your Customer

· CD


Current Deposit

· SD


Savings Deposit
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Problem Findings & Analysis 
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Meaning of Electronic Banking





E-Commerce





E-Finance





E-Money





E-Banking





Other on line Financial Services and Products





Objectives of Electronic Banking





From Banker’s point of view





From client’s point of view





1. Provide retail services at reduced cost through brace network.


2. Reduction of administrative expenses by reducing the number workers with the help of electronic banking.





3. Reduction of the volume of the paper work with the help of e banking.


4. Increase of income through different types of fees like debit card fee, credit card fee etc.





5. Strengthening the position of in the competitive environment.


6. Expanding the services in the remote areas.





1. Receiving timely and instant information’s, such as –Balance statement, Account statement,





2. Transaction statement.





3. Ability to deposit and withdraw of money flawlessly within short time and at lower cost.





4. Advantageously making payments for the goods and services.





5.Staying at home or outside, availing the facility like opening L/C, making investment, obtaining loan facility and above all making fund transfer with the help of e-banking.





6. Securing the advantage of maintaining secrecy of accounts of the clients.





7. Enjoying utmost protection of the accounts maintained under e-banking.
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Modern Banking





Electronic Banking





Electronic Banking in Bangladesh








Types of Electronic Banking-(Dig: 3)





Wholesale electronic banking
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Electronic Banking Services of Dutch Bangla Bank Limited (DBBL)
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