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BANKING IN THE NEXT MILLENNIUM
BUSINESS & STRATEGIES

Maj Gen Muhammed Masudur Rahman, BP, nwc, psc

The role of commercial banks as a
financial intermediary, which
intermediates fund from the surplus
sector to the deficit sector and acts
as a catalyst to keep the wheels of
commierce and industry moving, is
now an admitted fact. The banks
provide supportive services for
acceleration of growth.of economy
and promotion of trade and
commerce. Now we have to think
over the issue how the banks as a
financial intermediaries are prepared
to face the challenge of the next
millennium. Over 47 banks are now
operating in the country and some
more are in the offing. The banks
have to vie arrmng’#ﬂmehes to
ensure their share and positioning in
the market which has not expanded
in a way as to absorb them. The
position of each of the banks
depends how they are equi and
make them competent to face the
challenges awaiting for them. The
worldwide trend ufg liberalization in
financial markets has stimulated
nl';nre ni;jrmvatiun and this has
sharpened competition among the
banks. The banking sector is under
compulsion to adopt new
tech with a view to improving
the service delivery system as to
expand the product ranges and to
build up Management Information
S .

The conventional services being
provided by the banks include
among others - (i) acceptance of
deposit on different accounts and
acceptance of funds in the
wholesale market (ii) extension of
bank's finance in the form of
overdraft and loan facilities/loan
Syndication as well as parti-cipation
in the money market operation (iii)
foreign' exchange services and
facilities for buying and’ selling
securities.

with bad experience of the backlog
of classified loans, non-performi
assets which geopardises the overa
financial system. The available
banking .statistic; in-tliicate that
Current outstanding loans and
advances as exterdeﬁ by the NCBs,
PCBs and specialized banks
amounted to around Tk. 60,000.00
crore including a total amount of
overdue loans of in the threshold of

a dismal picture of our
sector. The present state of
default rate is as high as 37% poses
challenge to the banking sector. The
implications of defaulted loans are
suspension and nen-accrual
interest income, squeezing of credit
base, liquidity crunch, shaken
confidence of the depositors.

The banks in our country are now,
along with the promotion of
conventional services, moving
ahead to  get themselves
involved in the area of Merchant
Banking, Investment Banking,
Correspondent Banking, Offshore
Banking facility, Leasing and hire
purchase. Apart from this,
provide ancillary services that
include travel related services, auto-
teller machine, Deposit Pension
Scheme, Tele Banking and Money
Link. Banking services mostly meet
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their financial standing , type of
services required and proper
assessment as well as their
expectation, past track record of
their banking transaction. Now

banks are - increasingly adoptii

marketing techniques l; sell thenl%
services . Marketing  includes
undertaking research to find out
what services the customers desire
, planning new  services and
advertising through media.

The epigrammatic definition of
marketing is * The activity that
establishes the needs of present and
potential customers®. Marketing of
services comes under four
interrelated and inter-dependent
activities which are commonly
referred to as the 4-Ps of marketing
or marketing-mix i.e. Product, Price,
Place and Promotion . This-is to say
what are the benefits a customer can
derive from a particular service
sector at a competitive price at
reasonable time, In other words
customization of services will
become imperative need of the time.
Marketing is identifying the most
profitable slot of the present markets
and the future needs of customers,
setting business development goals
and making plans to meet them,
managing various services and
promoting them to achieve the plan.
Banks, those rely solely on
traditional methods, ﬁ likely to
encounter problems and they ma

be left behind by more inmvathg
operators. Again successful policies
in the past may not work in the
same manner when conditions
change by the next millennium.
This is not to conclude that the
traditional banking policies will be
un-workable by the next millennium
but the traditional services are to be
exploited and redz:gned suiting to

future.

It is the demand of time that the
banks taking in to account the
research in to the future demands,
probabilities; poten-tialities and
forecast the corresponding needs
and changes required in the
modalities of the working of the
hanlks and in it's policy matter as
well.

The next millennium will be
dominated by the Global Electronic
Commerce. At present trade
payments are plagued by
inefficiencies associated with the
transaction of paper documents; for
instance, Bill of Lading and import/
export documents are transmitted by
post or couner with the result they
have anchored at the port.
Electronic commerce = means
paperless method of undertaking
commercial transaction over the
computer net work. We have to
rack our brain on the issue how
electronic commerce will affect our
business ¢. How we are going to
position ourselves to derive the
benefit from the of
information  technology and
electronic commerce! It can be said
comfortably that the electronic

commerce has vast potentiality and
will revolutionize the economy and
trade by the next millennium, and so
we can not lag behind in race. It is
widely believed by specialist, IT
professionals and observers that
electronic commerce would
dominate the entire global trade
scenario of the approaching
millennium,

The Web-based electronic
commerce could open up new
frontiers of opportunity for the
economic progress of the country
through image building  and
possible publicity of our national
products to the global community.

| By the next millennium banks and

financial institutions have to
reinvent and redesign themselves in
the net work economy for
consumers. The new technique
will set off a contest for customer
relationship and brands with more
power in the hands of the
consumers. The policy and business
strategy of the next millennium
depend on strong market drive,
deepening of mechanization of
service delivery system and the last
but not the least, is the innovative
approach. Creativity breeds
innovation and in turn innovation
will get added momentum in the
banking business by the 21st
century. Banks, now-a days, are
looking for new ways to augment
profit, enhance employees' job
satisfaction and productivity and
satisfy shareholders.

Gone are the days for banks to keep
their functions confined within the

I:venI:rhery of accepting deposits and
ending money as well as making
easy profit. The innovative banki
is a knowledge- based concept and
innovativeness is not a programme
but it is a process i.e. way of doing
things. In the multifarious problem-
ridden society of Bangladesh, banks
have the role to serve as an agent of

change.
The banks can conceive new
schemes towards promotion of

productive employment, supplement
of income of least privileged section
of the society and thus can reduce
the incidence of poverty. The
objectives of banks have been
widened , modernization and newer
obligations have proliferated the
cost of total Dperaﬁm;h So it is
imperative to maintain efficiency in
the overall activities of the banks as
to survive in the environment which
will be characterized by stiff

competition and the next century.

will  witness the r and

isition of prdﬂenm by the
i ones with rich concepts,
innovative ideas and strength of
technuloEy. The rapid changes in
the banking environment have
involved more than geographic
spreads and automation. In the
banking arena innovation requires to
be incorporated into the business
lan as a strategic lever and thus to
aunch new ucts to accelerate
pace ﬂfm-&ﬂth of the banks
considering innovation as an
investment opportunity rather than a
cost. By the next millennium we
shall have to experience networking

of the economy on a global basis
that will provi ly different
business model based on

intellectual capital as the primary
source of wealth and value will be
added by ication of knowledge
and technology to work. There will
be many avenues of profit to harvest
but there will be many institutions
which will find themselves as non-
existent entity in one fine morni

under the pressure of har:E
mpeﬁtinn of technology and

Theréfnre, banking - business
strategies need serious attention
before the sun of the next

millennium rises.
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FOUNDER MEMBERS OF
THE BOARD OF DIRECTORS

1. Lt Gen Muhammad Mustafizur Rahaman, BB, ndc, psc,C
Chief of Army Staff., Bangladesh Army. Chairman
2. Maj Gen Muhammed Masudur Rahman, BP, nwc, psc
Adjutant General, Bangladesh Army. Vice Chairman
3. Brig Khurshid Alam, psc, Director
Director, Ordnance Services '
4. Brig Abdul Mannan Miah, ndu, psc, Director
- Director, Welfare & Rehabilitation |
5. Brig AN M Muniruzzaman, psc, Director
Director, WE&S Dte. ‘
6. Brig Md Ahsan Habib Director |
Director, Movement & Quartering _
7. Lt Col Khan Golap Drrecllr I
A/ Director, P/A
8. CSO-1 Ekhlasur Rahman Director
AAG (Project)
9. Mr. Md. Helal Uddin Managing Director

THE TRUST BANK LTD.
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CUSTOMER SERVICES OF A
NEW GENERATION BANK

Brig A N M Muniruzzaman,psc

1. WHO IS A CUSTOMER :

To a Banker Customer is the King. A
person becomes a customer of a Bank
when the Bank opens an account for
him. With Upenin%nf the account a
contractual anker-customer
relationship is established. This
relationship, though not formally
coded, is established in practice for
long and is mostly recognized by
courts. This relationship determines the
rights and obligations of a banker to a
customer.

Other non account holders who encash
cheques, make deposit in the accounts
or purchase a draft, or Fixed it
Receipt, take changes of notes and the
like are either customers of Bank's
account holders or receivers of
subsidiary Er}richeusrdqf a Bank. Hﬂweve:'i
irrespective o INg an account, a
of them invariably are the beneficiaries
of services all over the counters. desks
and if needed, beyond desks and office
compound at customers' doors.

2. WHAT SERVICES A CUSTOMER
NEEDS:

With the progress of civilization and
technological advancements, banking
service needs of the society has
continually been dynamically changing
and increasing. Today a customer
needs to conclude banking transactions
instantly, any time, most comfortably,
5iﬂinﬁl at home or anywhere and
Eossi for his any business. A modemn
anwi has to tﬂh hngﬂ?ja'}?d?d &

ui to meet suc s. loday a
Eﬂnk&r must have the ionalism
to solve customers' problems. The
Banker must not just try to sell a service
or a product to a customer. He has
rather to help the customer accept the
product by explaining both its
advantages and disadvantages and
showing how the product will satisfy
customer's needs. Such helpfulness
results in satisfied customers and a
long-term banker-customer
relationship.

3. CUSTOMER SERVICES OF BANKS
IN BANGLADESH :

In Bangladesh, with the dawn of
liberation all banks were nationalized.
Bankers cared little for the customer
service spirit. With the decentralization
of Pubasﬁ Bank and Uttara Bank in
1983 and setting up of some new
private Banks, competition began and
quality of banking services began to
improve, Since then, banks, especially,
the new banks in a competitive
environment have been adding new
packages of services everyday and
trying to sophisticate their service with
the aid of information technology.
Of late, a few new generation banks
have come up with latest ideas, tools &
techniques of information technology
to meet the ever ing e tions
of customers. The Trust Bank Ltd-
nsored by Army Welfare Trust of
angladesh Army is such a new
generation Bank. Philosophy behind
establishing this Bank is welfare to
customers as well. Thus, "Welfare to
|Customer” is its added dimension. Its

service ges, besides being better
and isticated, are also expected to
be blended with the welfare of fair and
reasonable charges to customers. With
spirit of discipline and sacrifice of
forces, this Bank is expected to

its customers through all odds,
alamities and emergencies of the

ES'F ALITY OF CUSTOMER SERVICE
KS IN BANGLADESH

The service packages of banks in
Bangladesh include traditional, new
and sophisticated products. Accepting
deposits and allowing withdrawals in
pperating account, remitting customers

oney through banking channel,
ng cheques in customers
, financing imports & exports,
& selling of currencies,

g safe & safe
R

g Coah Bk ey ey
Issul It Cards, ' selli
CUITEnf%EiES, offering ATM &“gready cas
services andlhelife.

Travelers' Cheques,

Today with the aid of information
technology, traditional products are

also in isticated fashions as -
if they were isticated products or
services.

Therefore, for quality services, both
professionalism and technological aid
are necessary. Unfortunately, due to
lack of technological aids and
professionalism customer service in
manually operating banks of the
country is far from being satisfactory.
They accept deposits to the credit of
customer's account maintained in a
subsidiary ledger. For cash withdrawals
from the account, the customer
desposits the cheque taking a token in
]I'erﬂ:gand waits f?grkm tiﬂh*r: ige%ue. A
er posting clerk posts the cheque in
the customers account and then sends
it to passing official with other cheques
in a lot for signature werification,
posting confirmation, passing &
scrolling. The check so passed is next
sent to cash section in a lot for
payment.u;fhﬂfe wh;.l:]ing ﬁ:;zstnmierhur
presenter cheque frequently has
to enquire if his cheque is yet been
passed for pa t or not. At last, on
receipt of the cheque passed for
payment, the cashier pays the cheque
to the customer taking the token back.

Even if there is no rush of customers,

this time killing process takes
customers' valuable time. Since all the
steps of accounting, checking and
counting are made manually; the
banker ﬁas to be more careful to avoid
errors & mistakes. This caution causes
taking further time in the process and
the spirit of prompt customer service is
thus totally frustrated. Needless to
mention this creates dissatisfaction of a
bored customer during rush hours in
such a situation.

More dis-satisfactory response from a
Banker is met when up to date pass
book entries or a long statement of
account is wanted by the customer.
Since there is, no other way to get the
manually written account statement
immediately, the customer has to visit
the Bank, again later on to collect the
account statement.

Longer queues are observed common

even in collection of DESA bills, WASA

ELLS, Telephone bills, Student tuition
etc.

Banks in Bangladesh especially the
private  Banks = are  rapidly
computerizing their services to
expedite payments of chegues.
However, the rarge banks having their
branch networks across the suburbs
and villages are much behind in this
respect.

In contrast, a new gener
the advantage to directly adorl and
ﬁin with latest physical and
nological facilities of international
banking standard. Its book keeping is
computerized. It offers point one
service. The account balance is
instantly made available on the
cmputerme ﬁ:;l g The cﬂ:ﬂnﬂmhm*
presents irect to
m ﬂaé the counter. Tﬂh: t:I.]’Emth::l‘ﬁm.-r
signature, posts
in the account on the computer, passes
the chegue himself for payment, counts
in counting machine and pays
the E?;ECFE_ = w\a the customer a
computer-pri statement of his
acmi of a Ehﬁque th e
a us gets
payment of his cheque and statement

Skl

ation bank has

of his account in a minute.

Customer service to a genuine credit
applicant is more dis-satisfactory, A
credit applicant very often needs
immediate credit to exploit a business
opportunity, But , he gets sanction of
the loan some times after 2 to 4

months when his need for credit is over
or the business nity is lost.
Banks in Bangl resort to such a

time consuming exercise to avoid
sanction to unworthy, delinquent or
fraudulent applicants. Even then,
fraudulent applicants succeed to get
sanction of credits. But, "good
customers seldom wait for such an
uncertain and delayed outcome of
sanction.

Bankers conclusively emphasise that
only selection of borrowers can
help check sanctioning bad loans. But
who will select a guod%:ormweﬁ'

A new generation bank has the
advantage to begin with selecting a
right & professional banker as the
Branch Manager who will in turn select

a right customer. The Ma must be
professionally trained amiﬂed to
correctly appraise the loan requests. He
must be protessionally efficient & apt to
handle credit proposals and obtain
sanction from the authority, correctly
accomplish  documentation and
promptly disburse the credit to the
customer keeping customers time frame
of credit need in view. Some new
ation banks are already catering
tter customer service to credit
customers and their loan portfolio is
claimed to be almost free from any
problem accounts. This that,
satisfactory customer service to good
ers is worth rewarding. It is also
proved that there exists a community of
borrowers who can be safely and
onourably served as bonafide
customers. The need is to identify them
with professional persuit only.Banks
traditionally issues DD, MT, TT etc to
remit customers fund from one station
to another. Through DD & TT fund is
not instantly transferred. Unless
telephone connection  with  the
outstation Branch is available, TT is not_
also passed. Delay, harrasments or
refusals Iiu par!;ecuﬂmrers happen, if
test signals in the instruments go wrong
or the advice not received while the
customer needs the money remitted
immediately.

A new generation Bank is e to
offer an excellent remittance service to
its customers instantly free of cost
through on line computers.

Banks in Bangladesh sell Travelers'
Cheques, Foreign currencies through
authorised dealing branches, A few
local Banks only issue Credit cards to
valued customers. Some multinational
Banks offer ATM services as yeell.

New generation Banks with the aid of
latest information technology are
expected to extend these services more
conveniently and aptly.

5. ELECTRONIC FUNDS TRANSFER
(EFT)

Electronic funds transfer is an evolving
technological development of the
financial industry to cater to customers'
instant needs at convenient locations.
The customer carries a small
electronically coded card that identifies
its holder to a central . The
card is used at easily accessible
locations such as retail stores, airline
terminals, restaurants and financial

institutions. The card enables the
customers to make rchases,
withdraw cash, deposit , obtain a

6. CONCLUSION:

but
satisfactorily to exist in the market amd
keep positive contribution in the
development of commerce and
industry of the country. ;



