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EXECUTIVE SUMMARY The aim of the project was to study and analyze the customer satisfaction about services provided by Nepal SBI Bank Limited Gaushala branch. So as to suggest measures to improve the customer satisfaction level.



A primary and secondary data study was conducted. Though primary data, the satisfaction level of customer was analyzed. In competitive market of banking sectors excellent services is playing prominent role to gain large market share. Banks are focusing on excelling their services to satisfy their customer.



The study shows that customers of Nepal SBI bank are satisfied with the services provided by the bank. Although the bank is able to satisfy their customers there are some aspects which have been identified, that can worked out which would strengthen the services of bank.



As we know that finding is not the end of a research, so the suggestion part is covered which are made after a depth study of the analysis. Some recommendation has been made after the analysis to excel further the services of Nepal SBI bank Ltd. Gaushala branch.
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CHAPTER ONE INTRODUCTION



1.1 Background Internship is the part of MBA curriculum as prescribed by the Lincoln University College. The curriculum of MBA is designed in such a way that the course can impart theoretical as well as practical knowledge to the MBA students. MBA is a two years master degree program and it is run on the semester system.



The internship during the last semester is a must to complete MBA degree. Internship is an 8weeks program designed to provide students and opportunity for a meaningful career- related experience in a real organizational setting before they graduate. It gives the students an opportunity to practice and expand their skills and knowledge learned in the classroom in substantive work situation. In addition, it will helped the students earn credit and increased marketability for the permanent job search while learning more about a specific field and applying classroom knowledge in a corporate environment. Bookish knowledge is not as useful as the knowledge obtained in the real world.The internshipprogram provides an opportunity to learn in the real work situation and experience which can help the students achieved their goals.



Financial sector plays a crucial role in the development of the economy. Banking sector has a central role in stabilizing all the parts of the economy. Banking sector has an emerged as a major player in the service industry. With this truth in view the internship program is designed to provide banking knowledge to the MBA students. This project studies on the banking activities of Nepal SBI Bank Limited. It focuses on the services and facilities being served by NSBL to its customers for satisfying their needs. The financial services provided by NSBL for satisfying its customers are deposits, loans and advances, e-banking, mobile banking, online payments, ATMs, 365 days service and so on.



1.2Objectives of the Internship Report For any kind of work or study the objectives must be determined that helps to show the way to achieved desired goals. The major objective of internship program is to acquire learning as well as working experience and gain practical exposure in the reallife working situation. The main objective of the program is to analyze the activities
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being carried out in the banking industry and enhance knowledge and practical skills during that period. The specific objectives of the internship have been proposed listed below:  To analyze the practical implication of theoretical aspects learnt.  To be adapted to the real life working environment.  To learn about the overall function of different departments of NSBL namely Customer service Department, Credit Department and Operation in brief.  To identify the various services and facilities rendered by bank.  To develop the communication skills and interpersonal skills by communicating with the customers in the CSD.  To increase the PR by knowing different people.  To learn about the customers’ attitude towards the service provided by the bank.  To learn about the process of account opening, account closing, cheque issuing, cheque clearing, delivering of ATM card and pin, delivering Ebanking user id and password.  To have knowledge about the team work.  To get the opportunity to meet professionals and mentors who can provide guidance, feedback, and support.



 To gain the knowledge about E-banking services of the bank.  To access the strength and weakness of the branch.  To analyze the position of the bank.



1.3 Methodology This report has been prepared on the basis of two months internship experience Customer Service Department of Nepal SBI Bank. Interaction with the staffs and the operational knowledge gained in the major source of primary data for this study. Besides, the website of the bank, previous internship reports and the bank’s annual report are the major sources of secondary data. They are highlighted as below: Primary Source 



Direct personal interview with the related staffs.
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Clients are also the source of information and they provide the information based on their perception towards the products and services and the time they spared at NSBL.







Asked many questions to the staffs of related department and acquired lots of information from them.



Secondary Source 



The internee visited the official website of NSBL, and other various websites of commercial banks.







The articles and magazines are the other secondary source through which internee acquired the information.







The brochures and annual report of NSBL.



1.3.1Organizational Selection In order to select organization, the internee first personally visited and dropped college recommendation letter and internee curriculum vitae at Nepal SBI Branch office, Gaushala. The bank accepted internee request and internee was provided opportunity to do internship at Nepal SBI Bank Limited, Branch office at Gaushala. The internee have selected NSBL, for learning various aspects of working environment with the aim to build confidence by developing interpersonal and managerial skill in real field and its became a source of inspiration in internee professional career.



1.3.2 Placement During the eight weeks of internship, internee was mostly placed in Customer Service Department (CSD). However, the opportunity of gaining clearing cheque process, remittance process and insight knowledge about the operational process, training new intern and other activities of various departments within the branch was also provided in the bank. The encouraging and cohesive environment made the process of learning easier.
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1.3.3 Duration of Internship LU has prescribed minimum eight credit hours for the internship. It is equivalent to 8 weeks i.e. 2 months. The internee completed internship from July 18, 2016 to Sept. 18 i.e. 8 weeks.



The internee had full support from all the staffs of the bank. The working environment was very friendly and helpful. The period of internship completed in following departments:



Table No. 1.3.3 Placement Schedule



Name of Department



Weeks 1st



2nd



3rd



4th



5th



6th



8th



7th



Customer Service Department Remittance Department Clearing Department



1.3.4



List of Activities Performed



CSD is oriented towards customer and basically handles all the queries of the customers. It deals with new account opening, account closing, and statement printing, and so on. Some of the activities internee performed is: 



Dealing to customer







Account opening and closing.







Assisting and Filling the KYC form for new as well as for old customer.







Handling the temper and handicapped customer.







Assist customer to fill out the account opening form correctly and attached the required documents for the process.







Filing and zerox of the documents.







Providing information about different banking product and services.
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Assist to fill up the RTGS form as well as filling up the necessary form if required.







Delivering the cheque, ATM card and pin as well E-banking user id and password to the customer.







Binding of cheque and entry into cheque register.







Calling customers for their feedback and suggestion.







Assisting to ATM trapped customer whether they may be from same branch or others or as well to Indian citizenship customer.







Entry in related register about A\c activation, ATM trapped New ATM, Ebanking and so on.







Assist to fill up the cash/cheque voucher as well as cheque to needed customer.



1.4. Limitation of the Study Although the best effort is used to make the study effective, trustworthy and error free but the study is bounded by some limitations. They are listed below:  Due to the restriction of time, the study could not be extended for detailedstudy.  Due to privacy policy maintained in an organization, unavailability of information created a problem.  Internee was not allowed to use the system and to perform the cash transaction.  The study is done only in a single bank so overall industry and economy could not be studied.  Most of the information are gathered through personal experience and observation, so overall information may not be presented.  Busy schedule of organizations staffs made it difficult to share overall knowledge and experience they have.
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CHAPTER TWO INTRODUCTION OF BANKING SECTOR



2.1 Meaning of Bank (Background) In general, Bank is a financial institution which deals with the monetary transaction. The major function of the bank is to accept deposits and providing loans. The bank attract deposits from various investors by providing certain rate of interest, and investing the accumulated funds as loans to others who are in need of fund by charging slightly higher rate of interest than they provide to the depositors. Bank acts as a intermediary who bridges the gap between the savers of fund and the users of fund. Basically, banks are those financial services especially credit, saving, and payment services and perform the widest range of financial functions of any business firm in the economy.



In the broader sense, a bank is a financial intermediary that performs one or more of the following functions. Safeguards and transfer fund lend or facilitates lending, guarantees creditworthiness and exchange money. Such Institutions as commercial banks, central banks, saving banks, trust companies, and life insurance and investment bankers provide these services.



Banks are the most important pillars of an economy or economic system. They actually do not create money but they mobilize money – which might be termed as capitalization of money. The ultimate source that creates money cannot be other than employment. Banks derive profit mostly from the differential between the level of interest it pays for deposits and other sources of funds, and the level of interest it charges in its lending activities. This difference in referred to as the spread between the cost of funds and the loan interest rate.



As pillars economic system, there are entities as a Central Bank, Commercial Banks, Development Banks and other Financial Institutions.



2.1.1 Definition of Bank The definition of a bank varies from person to person and country to country. Some of the definitions of the Bank are given below.
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“Bank is a financial institution, which provides financial services that may be in the form



of accepting deposits, advancing loan, providing necessary technical advices,



dealing over foreign currencies, remitting funds, etc.” -Nepal Rastra Bank Act “Any institution offering deposits subject to withdraw on demand and making loans of commercial or business nature is a bank.” -U.S.Law



“Bank is an organization established for the purpose of exchange money deposit lending money and participation in transactions.” -Commercial Bank Act –Nepal (2031)



2.2 Evolution of Banking Industry During the early period, private individuals mostly did the banking business. As public enterprise, banking made its first appearance in Italy in 1157 when the “Bank of Venice” was established. History shows the existence of a ‘Monte’ in Florence in 1336. The meaning of Monte is given in Italian Dictionary as a standing bank.



As early, the banking business was carried out by the shopkeeper of Barcelona. Meanwhile the local government restricted shopkeeper to operate this business until they had given sufficient security. During 1401 a public bank was established in Barcelona. It used to exchange money, receive deposits and discount bills of exchange. When the word bank is used it is meant for commercial bank. Actually word bank was originated from Germany though some people think it to be of French and Italic origin .Before 1960 there was no such word as “banking”. However, in the temple of "Babylon" the practices of safeguarding and saving flourished as early as 2000 B.S. Chanakya in his Arthashastra written in about 300 B.C., mentioning about the existence of the powerful guilds of merchant’s bankers received deposits, advance, loans and hundies (letter of transfer).
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Banking, subsequently, the establishment of “The bank of England” in 1694 AD as the first central bank contributed a great deal to the history of the banking. Many countries quickly followed England and established a central bank of their own. But as the central bank is endowed with the special rights and authorized, it lacked a direct interaction with the mass. Consequently, soon after, every country felt a pressing need of the commercial bank. (Saunders and million, 2007) History apart, it was the “Merchant banks” that first evolved the system by trading in commodities than money. They used to do their trading activities by remitting the money from one place to another place. For this they used “Hundies”. In India such merchant bankers were known as “seths”. The next stage in the growth of banking was goldsmith. His business was to take special precautions against theft of gold and jewelry. He started valuables he issued a receipt, which in turn became like a cheque as a mode of exchange.



2.3. History of Bank in Nepal 2.3.1 Origin of Bank The modern history of banking in Nepal does not have a long history. It is still in its infancy stage. It was flourished after financial liberalization policy adopted in 1980s. While talking about the actual history, it is assumed that the history of coin age began from around 5th century A.D. Around the 12th century, silver coinage was in practice which made the scope of trade wider. At the end of 14th century, the term “Tanka Dhari” meaning “Money Dealer” was used.



In 1877 AD, Prime Minister Ranoddip Singh introduced financial and economic reforms. “Tejarath Adda” was established at that time to provide credit facilities to the general public. Credit facility was given by “Tejarath Adda” on the basis of collateral of gold and silver. Government employees would get credit at ease because government would pay them less to deduct the credit amount. Chandra Shamsher extended the services of Tejarath Adda outside valley. TejarathaAdda extended credit facilities to more and more general public and did not accept deposit from public. Due to this reason, TejarathaAdda finally faced a crisis. People started borrowing from money lenders who charged a high interest rate and other dues. Singh, 10



Although “Kaushi Tosh Khana” was established during the regime of Prithivi Narayan Shah, Tejaratha Adda is regarded as the foundation of modern banking in Nepal.



In 1937, Nepal Bank Limited (NBL) with the co-operation of Imperial Bank of India came into existence. NBL played dual role of commercial bank as well as central bank until 26th April, 1956, on which date, Nepal Rastra Bank (NRB) was established. NBL was a semi government bank. Rastriya Banijya Bank (RBB) was established in 23rd January, 1966. Nepal Industrial Development Bank (NIDC) was established as development bank in 1959 and Agricultural Development Bank (ADB) was established in 1968. Since in 1984 ADB has also been allowed to do commercial banking in selected urban areas with the aim to mobilize resources domestically and channel funds to the agriculture and rural sector.



Nepal adopted financial liberalization policy in 1984 by amending Commercial Bank Act 1974. Liberalization was adopted to welcome private sector in banking industry and to increase competition among them.



2.3.2 Present Scenario of Banking Industry Prior to liberalization, at the age of 47 (1937-1984) years of banking industry, there were only four players in the industry. They were NBL, RBB, NIDC, and ADB. Modern banking in Nepal started from the establishment is Nepal bank limited. Under the supervision and regulation of Nepal Rastra Bank, various banks and financial institutions have come into existence. Nepal Rastra Bank's liberation of the Nepalese banking industry leads to the establishment of joints venture banks in Nepal. The status of the various financial institutions in Nepal is:  28 Commercial Banks (class A)  73 Development Banks (class B)  48 Financial companies (class C)  41 Micro Development Banks (class D)



Singh, 11



Table No. 1.3.3 Placement Schedule Bank and Financial Institutions



No. of BFIs



Branches of BFIs



2015(Mid-



2016(Mid-



2014(Mid-



2015(Mid-



July)



July)



July)



July)



Commercial Banks



30



28



1547



1672



Developments Banks



84



73



818



808



Finance Companies



53



48



239



242



Microfinance



33



41



826



1116



200



192



3430



3838



Development Banks Total



*Source: 22nd Annual Report (2015-2016) The pace of financial liberalization actually started when the government allowed the entry of commercial banks in joint venture with the foreign bank. As a reform measure initiated in the year 1984, government allowed ADB branches to conduct commercial banking business in the urban areas. A Credit Information Bureau (CIB) was established in 1989 under the aegis of Nepal Bankers’ Association with the objective of disseminating credit information among its member institutions. Nepal Arab Bank Limited (NABIL) was the first joint venture bank established in 1984 A.D. joint ventured with United Arab Emirates Bank. Then two other bank, Nepal Indosuez Bank Ltd.( Present: Nepal Investment Bank) with the Indosuez Bank of France and Nepal Grindlays Bank Ltd.( Present: Standard Chartered Bank Nepal Ltd.) with Grindlays Bank of London were established in 1986 and 1987 respectively. Himalayan Bank Ltd. joint ventured with Habib Bank of Pakistan and SBI Bank Ltd. with State Bank of India were established in 1993 A.D. Nepal Bangladesh Bank Ltd. with IFIC.



International Finance Investment and Commercial) bank of Bangladesh was established in 1933 A.D. Bank of Kathmandu joint venture with SIAM Commercial Bank Public Co., Thailand was established in 1995 A.D. Nepal Bank of Ceylon (Present: Credit and Commerce Bank) joint ventured with Ceylon Bank of Sri-Lanka was established in 1966 A.D. Everest Bank Ltd. joint venture with Punjab National Bank in 1997 A.D. Singh, 12



2.4. Meaning of Commercial Bank Commercial bank is the term used for a normal bank to distinguish it from an investment bank. This is what people normally call a “Bank”. The term “commercial” was used to distinguish it from an investment bank. The commercial bank refers to bank which focus mainly on companies.



A commercial bank is a type of financial intermediaries and a type of bank. Commercial banking is also known as Business Banking. It is a bank that provides checking accounts, saving accounts, and money market accounts and that accepts time deposits. Commercial bank is the term used for a normal bank to distinguish it from an investment bank or the retail bank. It raises funds y collecting deposits from business and consumers via checkable deposits, saving deposits, and the term deposits. It makes loans to business and consumers. It also buys corporate bonds and government bonds. Its primary liabilities are deposits and primary assets are loans and bonds. Commercial bank is the oldest bank in the banking history of the world. In Nepal too, commercial bank in current year presents a new picture of wider horizons and of new enterprise.



In Nepalese context, Nepal Commercial Bank Act 2031 (1974), section 2(a) defines “A commercial bank is one which exchange money, deposit money, accepts deposits, grants loans and performs commercial banking functions.”



The commercial bank are those banks which perform all kinds of banking functions as accepting deposit, advancing loans, credit creation, and agency functions. They supply the financial needs of modern business by various means. They accept deposits from public on the condition that they are repayable on demand or on short notice. All that banks established under the Commercial Bank Act 2031, Company Act 2053 and Central Bank Act 2058 are termed as Commercial Bank.



2.5. Functions of Commercial Banks The functions of Commercial banks are broadly classified into three types: 2.5.1 Primary Functions Singh, 13



Collection of deposits under various accounts and issue of loan in different sector are the primary function of Commercial Bank. The primary functions are based on following categories:



Accepting Deposits The first and most important functions of commercial bank are to accept deposits from customers under three different accounts. It maintains fixed at the time account, saving account and current account to provide banking service to customers. The amount deposited in bank for fixed period is known as fixed account. The amount deposited under this type of account cannot be withdrawn before maturity. The deposit in this account pays higher interest in comparison to other accounts. Under savings, customers can deposits as well as withdraw money at any time. This account also pays interest but less than that under fixed account. Similarly, in current account, customers can draw money many times in a day according to their necessities in which the bank does not pay any interest to the amount deposited under this account.



Providing Loans The second important function of commercial bank is to provide various types of loans in the field of trade, commerce, and industry and even to agriculture sectors. Commercial banks lend their money to needy borrower for short term, medium term and long term by charging different rate of interest. Commercial bank issue credit under the heading of cash, credit, overdraft, loan and discounting of bills of exchange,etc.



2.5.2 Secondary Functions The secondary functions of commercial bank are also known as agency functions. The bank charges minimum fees for undertaking these functions. The secondary functions of commercial bank are as follows:



Collections of Credit Instruments Commercial banks accept credit instruments such as cheque, bills of exchange and bank drafts of customers and make payments against them.
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Income Receiving and Payment Commercials banks receive dividend, interest on debentures and bonds of customers. They also receive and make payments of insurance premiums, rent and income taxes of their customers.



Purchase and Sale of Securities Commercials bank purchase and sale the securities like share debentures of their customers in stock exchange and other capitals markets.



Remittance of Money Commercials banks remit the money of their customers from one place to another on their request.



2.5.3



Contingent Functions



The contingent functions of commercial bank are also known as general utility functions. It performs the followings types of activities: 



Safety of valuable goods as gold, diamonds and documents.



 Issue of credit instruments such as traveler’s cheque, letter of credit, draft, master cards etc.  Exchange of foreign currency under the direction of NRB.



 Publication of monthly and annual journals, bulletins, reports.



2.6 Commercial Bank in Nepal Table No.2.6 List of Commercial Banks



S.N.



Name of Commercial Bank



Year



Head office



1



Nepal Bank Limited



1957



Kathmandu



2



Rastriya Banijya Bank Limited



1966



Kathmandu



3



Nabil Bank Limited



1984



Kathmandu
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4



Nepal Investment Bank Limited



1986



Kathmandu



5



Standard Chartered Bank Limited



1987



Kathmandu



6



Himalayan Bank Limited



1993



Kathmandu



7



Nepal SBI Bank Limited



1993



Kathmandu



8



Nepal Bangladesh Bank Limited



1993



Kathmandu



9



Everest Bank Limited



1994



Kathmandu



10



Bank of Kathmandu Lumbini Limited



1995



Kathmandu



11



Nepal Credit and Commerce Bank



1996



Bhairawa



Limited 12



Machhapuchre Bank Limited



2000



Pokhara



13



Kumari Bank Limited



2001



Kathmandu



14



Laxmi Bank Limited



2002



Birgunj



15



Siddharth Bank Limited



2002



Kathmandu



16



Global IME Bank Limited



2013



Birgunj



17



Citizens Bank International Limited



2007



Kathmandu



18



Prime Commercial Bank Limited



2007



Kathmandu



19



NIC Asia Nepal Limited



2013



Kathmandu



20



NMB Bank Limited



2009



Kathmandu



21



Prabhu Bank Limited



2009



Kathmandu



22



Mega Bank Limited



2009



Kathmandu



23



Sunrise Bank limited



2009



Kathmandu



24



Janata Bank limited



2009



Kathmandu



Singh, 16



25



Civil Bank limited



2010



Kathmandu



26



Century Commercial bank limited



2011



Kathmandu



27



Sanima Bank limited



2011



Kathmandu



28



Agricultural Development Bank



2024



Kathmandu



B.S. *Source: www.nrb.org.com.np



2.7 Challenges and Opportunities of Commercial Bank 2.7.1Challenges Banking Habit: 



Only 30% (Percent) of the people have access to banks.







No completion to go through banks for transactions.







Commercial banks have concentrated mostly in urban areas.



Hundies:



 Transfer to fund without prior approval of Central bank.  DRI and the police are responsible for investing and punishing.  Migration has increased hundi transactions. Base Rate: 



Introduced to keep interest rate regime transparent.







Banks have to publish their base rate monthly.







Banks cannot lend less than base rate.







Base rate: cost of fund, CRR, SLR, operating cost, minimum predetermined return on investment.



Non- Performing Assets: 



Assets that does not yield any income, reduces profits







To reduce impact of NPAs, following procedures are followed: 1. Restructure Singh, 17



2. Pressurize 3. Auction 4. Transferred to non banking assets. 5. Debt recovery tribunal



NRB Directives:



 Includes regulatory measures of International standards and practices.  BFIs are responsible for complying these directives according to NRB Act 2058.



 Complying pose challenges to the banks. Corporate Governance: 



Board members use public deposits as their own.







Board members take loans from their own company.







Provide collateral for loan purposes for own or for others







Big houses are transferring the funds within the group and manipulating public deposits.



Technology as a threat: 



Not enough cyber Laws to control cyber crimes.







Phishing emails under the name of reputed banks.







Due to large customer base, the chance of falling prey is high.



Competition Total of 28 commercial banks, competition is intense for: 



Winning depositors.







Winning loans







Spreading according to the market competitors.



2.7.2 Opportunities: Emerging Nation: 



Nepal a developing nation.







Various projects undertaken to develop the country.
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Bank loans are major source of investment.



Merger:



 Tough Competition  Banks need to strengthen and increase capital to compose.  Merger strengthens banks.  It brings economies of scales.  It leads to synergy effects.  It helps in cost saving. Technology: 



Almost all banks have e-banking and mobile banking facilities.







Bank’s customers have easy access to their bank account and its services.







Most banks have their own mobile apps for security concerns.







Customers are notified regarding changes to their account.



Remittance: 



Remittance through foreign employment, significant contributor on savings.







The no. of migrant population for employment in increasing.







Most of them are unskilled.







Major portion is consumed and some saved.







Appropriate products should be designed to target this growing migrant population.



2.8 Conclusion:







Hundi system, major challenges banks face.







Challenge from NRB but will strengthen too.







If some portion of the untouched 70% can be tapped, will be major boost.







Technology poses great opportunities keeping in mind its severe challenges.







Strict regulation by NRB, cause for strengthening banking sector
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CHAPTER THREE INTRODUCTION OF NEPAL SBI BANK LIMITED



3.1. Background Nepal SBI Bank Ltd.(NSBL) first is the first Indo-Nepal joint venture in the financial sector sponsored by three institutional promoters, namely State Bank of India (SBI),Employees Provident Fund (EPF) and Agricultural Development Bank Ltd. (ADBL) through a Memorandum of Understanding signed on 17th July 1992. NSBL was incorporated as a public limited company at the office of the Company Registrar on April 28, 1993 under the registration. No.17-049/50 with an Authorized Capital of Rs.12 Crore and was licensed by Nepal Rastra Bank on July 6, 1993 under the license No. NRB/1.Pa./7/2049/50.



NSBL is a subsidiary of State Bank of India (SBI) having fifty-five percent (55%) of ownership. The local partner viz. Employee Provident Fund holds fifteen percent (15%) equity and General Public thirty percent (30%). In terms of the Technical Services Agreement concluded between SBI and the NSBL. SBI provides management support to the bank through its 3 expatriate officers including Managing Director who is also the CEO of the bank. A core management team viz. Central Management Committee (CENMAC) consisting of the Managing Director, Chief Operating Officer (COO), Chief Financial Officer (CFO) and Chief Credit Officer oversees the overall banking operations in the bank.



NSBL was established in July1993 and has emerged as one of the leading banks of Nepal, with 677 skilled and dedicated Nepalese employees working in 62 branches, 7 extension counters, 3 Regional offices and Corporate Office. With the presence in 32 district in Nepal, the Bank is providing value added service served to its customers through its wide network of 78 ATM’s, Internet banking, Mobile wallet, SMS banking, IRCTC(Indian Railway Catering and Tourism Corporations) Ticket Online Booking facility, etc. NSBL is one of the fastest growing commercial bank of Nepal with more than 5.5 lakhs satisfied deposit customers and over 4.62 lakhs ATM/Debit card holders.



NSBL commenced operation effect from July 7, 1993 with one full-fledged office at Durbar Marg, Ktm with 18 staff members. The staff strength has since increased to 500. Under the Banks and Financial Institutions Act, 2063, Nepal Rastra Bank Singh, 21



granted fresh license to NSBL classifying it as an “A” class licensed institution on April 26, 2006 under the license No. NRB/I.Pra.Ka.7/062/63. The Authorized capital is Rs. 300 crore and Paid-up Capital is Rs. 235 Crores. The bank enjoys leading position in the country in terms of penetration of technology products, viz. Mobile Banking, Internet Banking and Card Services. The bank is moving ahead in the Nepalese banking industry with significant growth in Net profit with very nominal NPA. As of 31st March 2015, the bank has deposits of Rs. 55.2 billion and advance (net) of Rs.39.59 billion, besides investment portfolio of Rs. 10.49 billion.



Share distribution



30% State Bank of India Employee Privident Fund 55%



General Public



15%



Figure No.3.1 Share distribution of NSBL *Source: Share distribution chart NSBL (2010-2011)



3.1.1 Vision To be state of the art, customer centric, values driven and professionally managed bank, committed to high standards of good corporate governance practices, perpetual enhancement of the wealth of all stakeholders and the society.



3.1.2 Mission To provide one stop solution to all the banking needs for the customer through a highly motivated professional and efficient human resource pool. Promoting Sustainable business growth by providing high quality service,customer care and ensuring efficient use of Information Technology in a cost efficient manner. Meeting Singh, 22



the expectation of all stakeholders through transparent, true and fair disclosures and responsive management practices/principles. Strive to fulfill corporate social responsibility in Nepal with emphasis to growth in business.



3.1.3 Objective The overall strategic goal is to build an open and honest corporate culture and to develop mutually beneficial relationship with all stakeholders and create value for them. Nepal SBI bank ltd.aim to reach strategic goals by:  Caring for customer’s evolving need and expectations by providing suitable and tailor made products and services.  Creating a great environment to work in.  Practicing exemplary governance and accountability  Working harmoniously and in mutual co-operation with the business partners.  Ensuring reasonable returns on investment for the shareholders.  Investing in local communities in which the bank operates, for the benefit of society at large.  To provide excellent service to the customer  Provide competitive returns to its shareholders by delivering modern banking and financial service.  To become the leading bank.  Help in economic development of the country.  Providing employment opportunities.  To become a part of society development.  To provide non-funded and foreign currency transaction services.  To provide to build, operate and transfer (BOT) project.  To provide various schemes and incentives to small saver in various to mobilize domestic saving.  To provide fund management services to the customers.  To provide banking service and facilities to attract foreign direct investment in the country.  To expand banking services in the international market though the branch expansion and creation of agencies. Singh, 23



3.2. Present Scenario of Nepal SBI Bank Ltd. 3.2.1Corporate Structure and Design The Board of Directors (BOD) is composed of seven members consisting four members nominated by SBI, two members elected as representative of general public from Annual General Meeting (AGM) and a member nominated from EPF. Besides the BOD, there is provision of Central Management Committee which consists of Managing Director (MD), also nominated Board Member from SBI, Chief Financial Officer (CFO), Chief Operating Officer (COO), and Chief Credit Officer (COO). The overall management of the bank is conducted by the BOD and CENMAC. The Corporate governance structures of bank are shown in fig. below:



Figure No.3.2.1 (a) Corporate Governance Structure and Design. *Source:NSBL Annual Report(2015-2016)



Similarly the organizational structures areshown in figure:
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Figure No.3.2.1 (b) Organizational Structure of NSBL *Source: www.nsbl.com



3.2.2 Branch Network of NSBLOrganizational Structure The corporate office of NSBL is situated at Hattisar, Kathmandu. The bank has all together 56 branches all over the capital and also all across the country and also in India which makes the network of the bank its biggest strength. Present locations of NSBL’s branches in Nepal are shown in figure below:
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Figure No.3.2.2 Branch Network of NSBL Organizational Structure *Source: www.nsbl.org.com.np



3.2.3 Board of Directors The Board of Directors of NSBL are listed below in table below: Table No.3.2.3 Board of Directors S.No Name



Position



1.



Chairperson



Ms. Hasana Sharma



Remarks Representing Employees’ Provident Fund



2.



Mr.Anukool Bhatnagar



CEO



Representing State Bank of India



3.



Mr.Siddhartha Sengupta



Director



Representing State Bank of India



4.



Mr.Sujit Kumar Verma



Director



Representing State Bank of India



5.



Mr.GiridharaKini



Director



Representing State Singh, 26



Bank of India 6.



Mr. Niranjan Kumar Tibrewala



Director



Representing Public Shareholders



7.



Mr. Sanjay Kumar Sureka



Director



Representing Public Shareholders



8.



Mr. Keshav Raj Acharya



Director



Professional Expert Director



*Source: NSBL 22nd Annual Report (2014-15)



3.2.4 Management Team NSBL is under the management of pure professional. The team consists of managers acting as head of different department. In pursuing their own task they supervise and coordinate all their subordinates. They mould the efforts of the team in achieving the overall goals of the organization. Board of directors formulates the vision, mission statement and objectives for the organization and the managers on their part are engaged in devising an action plan to achieve those objectives. NSBL have a centralized type of management because all the decisions are taken by the top management. Table No.3.2.4 Management Team



Name



Designation



Alok K Sharma



Managing Director



Tulsi Ram Gautam



Chief Credit Officer



V.k. Tyagi



Chief Operating Officer



Anil K Singh



Chief Finance Officer



Dev Raj Adhikari



Regional Manager Nepalgunj *Source:NSBL annual report (2014-2015)
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3.2.5 Department of Organization Table No.3.2.5 Department of Organization



S.No.



Name of Department



1.



Customer Service Department. (CSD)



2.



Bills and Remittance Department (RMT).



3.



Customers Relation Department (CRD)



4.



Credit Control Department (CCD)



5.



Credit Administration Department (CAD)



6.



Trade Finance Center (TFC)



7.



International Banking Department (IBD)



8.



Administration Department



9.



Legal Department



10.



Treasury Department



11.



Human Resource Department



12.



Reports and Reconciliation Department



13.



General Service Department *Source: 22nd Annual report of NSBL



3.3. Product and Services of Nepal SBI Bank Limited NSBL is growing up in terms of tenure of its operation. A lot of investment of both time and capital has been put into bring innovative products and services that caters the need of its customer. The product and services offered by the bank are as follows: Deposits Products NSBL has introduced various personalized products and services that harmonized different banking requirements of its customers. Designed with array of features, deposit products of NSBL are one of the best in the market. The deposit base comprises of various types of depositors ranging from general public, business houses to institutional depositors. They are highlighted below: 1. NSBL Bal Bachat Khata 2. NSBL NariBachatKhata 3. NSBL Combo Saving Scheme Singh, 28



4. SaralBachatKhata 5. IndreniBachatKhata 6. VisheshBachat 7. KarnadhaarBachatKhata 8. VaristhaNagarikBachat 9. KarmachariBachatKhata 10. Savings Scheme for Nepal Army 11. Savings scheme for Nepal police and Armed police force 12. Students saving Account The Table below further illustrate about it in better way: Table No.3.3 (a) Product and Services of Nepal SBI Bank Limited Deposits



Eligibility



Min.Balance Interest



Products



Scheme



rate (in %)



Bal Bachat



Children



500/-



2.25



Benefits of concession



Khata



below the



on issuance of Visa



age of 16



Debit, free annual charge of internet banking, free mobile banking service,etc.



NariBachatK



Female



500/-



2.25



Facilities like free



hata



above 16



cheque book,



yrs.



concession on locker rental charge, concession on issuance of ATM card, free annual charge of Internet banking,etc.



NSBL



Individual



combo



having



saving



Citizenship/



Scheme



Embassy



Zero



2.75



Zero balance a/c with free mobile sewa.



Reg.cert. Singh, 29



SaralBachat



Individual



501/-



2.25



Scheme targeted



Khata



having



towards mid to low



Citizenship/



income group of people



Embassy Reg.cert. IndreniBacha



501/-



2.25



tKhata



Free internet banking,ABBS, concession in remittance facilities.



VisheshBach



501/-



2.25



at



Bundles of additional benefits like this scheme any student can open saving a/c with zero min.balance



Varistha



Individuals



500/-



2.75



Fixed Deposit holder



NagarikBach



of 50 yrs.+



are paid interest at



at



above



monthly interval, concession on all banking facilities,etc



KarmachariB Employee achatKhata



2.25



Salaried employees can



from



open saving a/c and



govt.and



enjoy concessional



non-govt.



benefits on various



organization



services.



Saving



Personnel of



Scheme for



Nepal Army



Nepal Army



500/-



500/-



2.25



Free insurance of Visa Debit card, free annual charge of internet banking, free stop payment of cheque, no fees on cheque destroy, free good for payment etc. Singh, 30



Saving



500/-



2.25



Free issuance of Visa



scheme for



Debit Card, free annual



Nepal Police



charge of internet



and Armed



banking, free stop of



Police Force



payment of cheque, free good for payment, free registration of Standing Instruction etc.



Student



Student with



Zero



2.25



Saving account with



Savings



id card



Zero balance.



Shareholder’



Shareholders -



Dividend paid by bank



s Account



of Bank



directly to account



account



*Source: 22nd Annual report of NSBL Table: 3.3(b) Composition of Deposits



RS. in Billion



S.No.



Deposits



F/Y 2070-71



F/Y 2071-72



1



Current Deposits



4.54



5.34



2



Saving Deposits



16.61



21.48



3



Fixed Deposits



28.57



19.14



4



Call Deposits



4.77



5.67



Total



54.59



51.63



*Source: Annual Report of NSBL(2071-71)
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Deposit Mix



31%



Fixed Deposit 37%



Call Deposits current Deposit saving Deposits



8% 9%



Figure No.3.3 (a) Deposits mix(F/Y 2070-71) *Source: Annual report F/Y 2070-71)



Deposit Mix



Fixed Deposits 37% 42%



Call Deposits Current Deposits Saving Deposits



10%



11%



Figure No.3.3 (b) Deposit Mix F/Y 2071-72 * Source: NSBL Annual Report(2071-72) Singh, 32



A part from saving schemes, the bank offers Business Current Account and Personal Current Account. Term deposits facilities like recurring Deposits and Fixed Deposits offer competitive interest rate. Provident Fund account facility for permanent staff of organization is also available wherein the interest rate is higher compared to savings account. Call deposit account facility is available with attractive interest rate and unlimited withdrawal facility. Loans and Advances Loan Department 



Education Loan







Auto Loan







Home Loan







Mortgage Loan







Mortgage Plus Loan







Doctor Plus Loan







Teacher Plus Loan







SME Loan for small and medium Enterprises







Cash credit







Project Term Loan







Demand Loan







Trust Receipt Loan







Pre-shipment Loan







Other commercial Loan







Loan against FD



Other services Pre-paid card 



Online Banking System







E-banking







SMS banking
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Utility Bill Payment Services 



NTC bill payment







UTL bill payment







LIC Insurance Premium



Account Department 



Clearing







Transfer







Cash







Reconciliations



Safe Deposit Lockers Extra Hours Banking Service



Safe Deposit Locker Facility



365 Days Banking/ Evening Counter SWIFT Transfers



NSBL SMS and online banking system



Loans and Agency function NSBL's Service and Facilities Bank Guarantee, L/C, Bills purchase



Deposits Withdraws



Remittance



ATM/Debit Cards/Credit Cards



Cash Managem ent



Figure No.3.3(c) NSBL Product & facilities *Source: www.nsbl.org.com.np



Singh, 34



3.4SWOT Analysis SWOT analysis is one of the major tools for analyzing organizational internal as well as external environment. The internal environment provides strength and weakness whereas the external environment provides opportunity and threats to the organization. Most of the organization uses this tool to formulate plan, policies, and strategies for achieving goals. The SWOT analysis of CSD dept. of NSBL,Gaushala are: Strength  Use of Advance technology  Efficient Management system  Diversified product and service offered  Highly experienced, efficient hardworking, Professional staffs  Quality work culture leading to superior and prompt customer service.  Better image and established brand name in the market  NSBL uses one of the latest banking software called ‘FINACLE’, which makes its service more efficient and effective.  NSBL has banking network not only through the country but also in India by which customer can easily access its services.



Weakness  Low interest rate on deposits  Late distribution of ATM cards  Less number of deposit services as compared to other banks.



Opportunities  Raising awareness of general public towards modern banking products i.e. ATMs, internet banking, etc.  Opportunity to enter into new and profitable segment of the market by expanding its networks.  Opportunity to attract large number of customers by promoting its brand name and goodwill in the market. Singh, 35



Threats 



Tough and unfair competition







Political instability







Changing rules and regulations of NRB.







Chances of losing customer because of the slow processing and long queue banking system.







Always having problem on ATM service could make bank suffer on long run Restriction on the withdrawl amount to the foreign nationalist could be the opportunity for another bank to deal with foreign nationalist.



3.5 Challenges and Opportunities of NSBL Challenges: 



International economic recession







Increasing inflation rate







Changing technology







Low interest return to depositors







Political instability of the country







Over saturation of financial sector







Intense competition among the banks providing same products and services.







Changing rules and regulations of NRB.



Opportunities: 



Increase in literacy and banking knowledge, to provide the banking services to a wide range of customers.







Increase in population that will help to serve wide range customers.







Changing lifestyle, women empowerment has also created opportunity to banks to provide various innovative products and services.







Increase in practice of saving money has helped the bank to attract the customers.







Raising awareness of general public towards modern banking products i.e. ATMs, internet banking, etc. Singh, 36







Opportunity to enter into new and profitable segment of the market by expanding its networks.







Opportunity to attract large number of customers by promoting its brand name and goodwill in the market.
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CHAPTER FOUR ANALYSIS OF ACTIVITIES DONE AND PROBLEM SOLVED



This chapter mainly focuses on the activities performed by the internee during the internship period. For the whole internship period internee was placed in Customer Service Department. However the opportunity to work under different department was very fruitful for the internee as the internee got an overview of the entire major task undertaken at respective department even in short span of time. The general activities for the internee at the customer service department was opening account, closing account, ATM distributing, cheque distributing, cash/cheque voucher and others related form to the customer as well filing and Photocopying. Further most cheque clearing entry of normal and express cheque has also be done by the internee.



4.1. Customer Service Department Customer service department is an initial part of any organization that firstly deals with the customers directly and regularly. CSD is the main part of the bank where the customers first go and inquiry their question or problems. Also known as the front desk is the place where the customer interacts with the bank. For any organization it is the place which makes an early impression to the client. The department is responsible for providing the information about the query that is made by the various customers.



It is the place where customers make the first contact with the bank to get the service. The image and reputation of the bank depend upon the effective functioning of this department. It provides the services like account opening and closing, providing cheques and account statements, customer counseling, and providing different information regarding the changes in banks, Debit Card application and distribution, providing mobile banking facility and so on. The department is responsible for providing the basic material like deposit vouchers, cheque book, cards, bank statement, balance certificate.



In this department the internee was supposed to help the in-charge. The main task of internee was to help the client by informing about the products, which products give whattype of facility, what papers they have to submit, how to fill the application form and know their feedback. During the internship period, the task/ activities assigned to the internee in the Customer Service Department are: Singh, 39







Account Opening







ID creation







Upload signature







Issuance of requisition slip







Handling customers queries







Cheque book print







Complain handling







Phone communication handling







Signature change







Signature verification







Check already created account







Dormant account activation







ATM mapping







Issue of open status letter







Receiving the visitors







Updating the records







Dealing with the customers problems







Instructing to fill up form







Filling the document







Account closing







Stop payment of cheque







Cheque Book Issuance







Issuance of Account Statement







Issuance of Debit Card







Issuance of Balance Certificate







Maintained Different Registers







Photocopying and filling







Attending incoming calls
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Customer Councelling



Major Activities



Product Councelling Service Councelling Account Opening



Account Operation



Account Closing ATM Distribution



Distributing Activities



Cheque Distribution Statement Distribution



Figure No.4.1 (a) Major activities of CSD *Source:www.nsbl.org.com.np



Account opening is the initial requirement for the customer who wants to perform the transaction with the NSBL. The customers are provided with account opening form and are requested to fill up the form with all needed documents. After the form is filled by customer, CSD staff verifies the form. If the customer who wants to open account in NSBL is foreigners then the internee should sent the document to the authorized person for the verification, after verification or getting approval CSD staff can open the account on the name of respective customer. Then the customer is provided with an account number and requested to deposit at least minimum amount according to their account type.



Role of internee:  Providing form to customer.  Helping them to fill the form.  Collect all the document needed to open the account.  Receiving the signature in the form.
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During account opening, customer also asked for the ATM card services, internet banking services, SMS banking services as well as cheque then they are provided form to fill and get these banking services. The different types of account found in NSBL are as follow:  Savings  Fixed deposit  Current Table.No.4.1 (b) Account Opening Process



1.



2



• Filling Account opening form



• Check And verify Documents • Follow system and Procedure to Determine Account Number



3



4



5



6



7



4.1.1



• Printing Account Opening Checklist and check book.



• Request to Deposits required minimum balance.



• Scanned and upload signature & photo



• Verify & approve account.



Basics requirement for opening the:



Personal account



 Customer’s name, gender, marital status, date of birth, permanent and temporary address, phone number, Three generation name of a/c holder and all
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other relevant detail filled in the account opening form correctly by the account holders.



 Agree with the terms and condition of the bank.  Sign the specimen cards.  Certified true copy of identification document i.e. citizenship or passport and Birth Certificate in case of minor account, and registration certificate as an Indain citizen for Indian.







Two photograph of account holders and if he\she wants ATM card 3 photo should be presented.



 Utility payment bill or copy of it (i.e. NEA bill, Nepal Telecom.bill, Drinking water supply bill)



 In case of rent holder’s utility bill of their owner should be presented.  One NSBL account holders should be required for Introducary.  Introducers should be Nepalese citizen. Indian citizens with NSBL account won’t be valid. 



Fill the cash voucher having minimum balance for account opening and extra charges for ATM, Mobile service, etc.



Joint Account:



 Both the parties should be present with their citizenship and utility bill copy for account opening.



 Agree with bank’s term and condition.  Two PP size photo of each party.  The account holders should decide whether to accept one’s signature or both for the cheque at the time of opening.



 If ATM’s cards are needed then on the negotiation of both parties, one’s signature should be accepted along with extra one photo of him/her.



 Fill the cash voucher having minimum balance for account opening and extra charges for ATM, Mobile service, etc. Foreign National: 



Certified true copy of Passport/Embassy registered copy.
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Documents should be certified from concerned Embassy.







Utility copy of their temporary residence.







Introducer should be Nepalese citizen with NSBL account.







Fill the cash voucher having minimum balance for account opening and extra charges for ATM, Mobile service, etc.



Proprietorship / Partnership: 



Name of the firm







Address







Telephone/mobile( if available)







Name and address of all partners (including phone number)







Photos, copy, of citizenship certificate or National ID card and three generation details of all partners.







Firm registration certificate.







Partnership Deed.







In case of Partnership firm, authorization letter regarding operation of financial and administrative transaction.



 Other required documents ( may be specified from time to time ) Companies: 



Name of the Company.







Address of Head office.







Full address (including phone, fax)







Certification of incorporation and operating license, Memorandum of Association and Article of Association.







Name and address of Board of Directors(phone number, if available)







Photos, copy of citizenship certificate or National ID card and three generation details of all member of the Board of Directors.







Board resolution authorizing opening and operation of the account.







Authorization by Board of Directors to Chief Executive Officer or other officer for conducting financial transactions.







Other required documents (may be specified from time to time). Singh, 44



For club/Non-governmental Organization: 



Name of Club and Non-governmental Organization.







Address.







Certification.







Constitution of the Organization or Clubs.







Name and address of Executive Committee (telephone No. if available)







Telephone Number.







Executive committee’s decision regarding operating of account.







Photos, copy of citizenship certificate or National ID card and three generation details of Directors/members of working committee of club and Nongovernmental Organization.







Authorization for the operation of accounts financial transactions.







Others required documents (may be specified from time to time)



For School, Campus or other educational entity: 



Name of School or Campus.







Address.







Constitution or Memorandum of Association and Article of Association.







Certificate of Approval.







Name, address, telephone number, photo, copy of citizenship certificate or National ID Card and three generation detail of Chief executive of the School or Campus.







Name and address of member of Board/Management committee (telephone number if available).







Resolution of Board/Management committee regarding opening of account and authorization to conduct financial transactions.







Other required documents (may be specified from time to time).



For International Non-government Organization: 



Name of Organization.







Address.
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Copy of agreement with Social Service National Coordinaion Council, if available.







Copy of agreement with Nepal Government, if any.







Recommendation letter from concerned country or embassy.







Charter of Organization.







Name, address, telephone number, photos, copy of passport or citizenship certificate or National ID two principal executives of the organization and documents confirming the address.







Organization’s authorization to open account and authorization for financial transaction.







Other required documents (may be specified from time to time).



For Foreign Companies: 



Documents relating to incorporation of the foreign company.







Memorandum of Association and Articles of the company.







Letter of authorization to open account and authorization to conduct financial transaction provided by foreign (patent) company.







Documents confirming registered and business address.







Name, address, telephone, number and photos of two principal executives of foreign company and documents confirming the address.







Address in Nepal and contact person.







Other required documents (may be specified from time to time).



For Diplomatic Mission/Embassy: 



Letter of Mission/Embassy.







Authorization of operation of the account.







Name, address, photo of the account operator and documents confirming the address.







Other required documents (may be specified from time to time).



For Non-Resident Nepalese: 



Name, surname and address. Singh, 46







Name of father or husband three generation details.







Documents disclosing source of income.







Agreement with employer organization/Appointment letter.







Copy of Citizenship/Passport/National ID card.







Address and contact place in Nepal.







Other required documents (may be specified from time to time).



For Cooperatives: 



Name of Institution.







Address.







Telephone Number (if available)







Constitution







Name and address of Board of Directors (telephone number, if available)







Photos, copy of citizenship certificate or National ID Card and three generation details of Board of Directors.







Board’s resolution regarding opening of account and authorization to conduct financial transactions.







Other required documents (may be specified from time to time.)



For Public and Private Trust (Guthi): 



Name







Address







Telephone Number (if available).







Constitution of Trust.







Agreement relating to the establishment of the Trust.







Name and address of management trustee.







Photos, copy of citizenship or National ID card and detail of three generation of all trust members.







Certificate of Registration.







Name and address of member of Board/ Management Committee.







Resolution of Board/Management committee regarding opening account and authorization to conduct financial transactions. Singh, 47







4.1.2



Other required documents (may be specified from time to time).



Cheque Book Issuance



The cheque book is issued to the account holder to facilitate them to withdraw money, after opening of the account. The cheque book is usually given on the next day of account opened and is free of cost. The cheque book is provided only to the account holder or to a person authorized to the account holder normally called as agent, after verifying the signature. In case the requisition is lost, a new cheque book is drawn after proper verification of the signature of the account.



Role of internee:  Check the signature of customer  Take the signature of customer in cheque book registered  Provide cheque book to the customer.



4.1.3 Account Closing and Requirement In case, the account holder wishes to close the existing account they need to fill up the form of account closing. It is a rare case as closing the account means closing with the bank. Customer should mention the reason for closing the account. In most of the case customer close the account by the necessity of money or going somewhere out of the country.



Role of internee:  Provide form of account closing to the customer  Asked reason for account closing  Check all the document needed for account closing



Procedures to Close an Account are given below: 



The customer is asked the reasons for closing the account and tries to convince not to close the account by explaining the benefit of the account and the charges taken for closing the account.
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If the customer is willing to close the account must fill up the form specifying the reason.







The client is then asked to return all his account related belongingness like ATM card and the cheque book.







Then finally the account of the applicant is closed with certain charges.



4.1.4 Preparing and Distributing Functions Another activities performed in the customer service department is preparing and distribution of various requested documents to clients. Various documents that a client can get from this department on requested are: 



Balance certificate







Cheque Books







ATM Cards







Account Statement







E-Banking user id and password







SMS banking



Issuance of Balance Certificate: A balance certificate is issued to the customer who has maintained and account with the bank. Balance certificate is provided to the customer by deducting some amount from their account and the charge for issuance of balance certificate is RS 800. Prepare balance certificate in duplicate. Obtain signature of the two authorized signatories of the bank in the certificate. Hand over the original balance certificate to the client or authorized person obtaining acknowledgement of receipt on duplicate copy. File the duplicate balance payment certificate for record.



Role of internee:  Fill Request form of balance certificate  Print the balance certificate  Copy of original form  Registered in book
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Cheque Book Distribution Clients, especially the ones holding the account in the bank request for the cheque book by filling the requisition slip which is in between the cheque. In case if it is not there, customer has to write a written application regarding the issue of new cheque and pay Rs.50 charges for it, bank will deliver cheque next day to customer. For new customer account number and cheque should be distributed next day after the opening of account.



The account holder should be presented for receiving the cheque otherwise application should be written that on the behalves of my absence kindly handover cheque to respected application bearer person attached with id proof of bearer.



ATM Distribution ATM card of NSBL is linked with the Visa Debit Card. They can use this card in various ATM counters all over the country and in India as well to withdraw cash and even for other activities like balance enquiry, pin number change, etc. The process of distributing the ATM to the customer is as follows:  ATM should be provided within 45 days of application.  In case of Bharat Yatra card it should be provided on demand.  Account holders should be presented for collection otherwise application should written same as cheque process.  Account holder should sign in the register of Issuance of ATM prepared by internee at the time of delivering.  Internee should make entry on two register i.e. .one has to be signed by the card’s holder mentioning the name, address, account number, card number, validity on it and another is to enter the code number for relative ATM.  Before delivering ATM signed, should be verify as well as suggesting him/her to sign at back side of ATM in between the white box for verifying the belonginess of ATM when it is Trapped in near future of other ATM.



E-Banking User id and Password Distribution The account holder can use the free internet facility of NSBL to know about the balance, statement, fund transfer, etc. The official website of NSBL is Singh, 50



www.nsbl.com.np. But he/she must installed java system in his/her mobile or laptop for view and transaction.



SMS Banking Distribution The account holder can use the mobile facility to know about the balance, statement, etc. For this customer have to installed Mero Sathi apps. of NSBL or go to their message box and write the code given by the bank and send it to four digits given by the bank itself.



4.1.5. Miscellaneous Function  Cheque book binding  Making entry on register  Filing the documents  Complain handling  Updating the records.



4.2 Problem Identified and Solved During internship, the working environment was so friendly and familiar that the staffs over there were always at there to help me to solve the problem. But some of the problems aroused at that period are:



Language problems Most of the customers in the NSBL were Indian. They were not so familiar with the Nepali language and not able to fill detailed information in the form. In this situation internee helped them to fill the detailed information in the form. And also provide the detailed information about their account.



Convincing Customers Sometimes the customers did not understand about NSBL’s product and services and itwas difficult to convince them. There were even times when customers behaved in a rude way.
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In spite of harsh behavior of the customers the intern behaved properly and always tried to solve the situation.



Filing problem While doing filing, the files were not properly kept in its place. So, it becomes difficult for internee to find the related files when required. To solve this problem, internee manages all the files as per the application of filing and indexing and kept in proper place so that internee can provide at required time to the customer or staff of the NSBL bank.



Savvy customers Some customers were not sure about their decision i.e. they were in dilemma for choosing the Products/Services. They tend to change their mind within very short time. So it sometimes tends to be difficult to make their decision the final one. 



Example: -Whether to take mobile service or not



-Whether to take e-banking or not. When the internee faced this type of situation, the customer was always provided with the proper knowledge about various services of the bank which helped then to take finally an appropriate decision.



Complaints regarding ATM service There were lots of complaints regarding the ATM services at Gaushala branch. The ATM machine would go blank when the customers did not use to insert the card properly, the machine did not dispense any cash but the amount was deducted from their account, the card stock and so on. And the customers used to get very aggressive especially when they don’t have cheque.



In such conditions the internee advice customer to fill required firm mentioning his/her problem and submit to the concerned department for quick response.
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Complaints regarding cheque printing There were lots of complaints regarding cheque printing services at Gaushala branch. Customer is not able to get the cheque whenever at required time. Cheque printing machine at Gaushala branch also not work properly. In this situation internee handle the situation in a proper manner by politely convincing to the customer of NSBL.Giving them proper reasons for not being cheque print.



Dealing with Physically Disable customer: In Gaushala branch, sometimes internee has to deal with physically disable customer means dumb,deaf and illiterate at the same time. In such case internee try to deals with such customer in sign language with the help of supervisor Mrs. Usha Risalma’m. It was big problems I have faced during internship period.



4.3 Observed/Felt Gap: During internship period, Internee felt many gaps in Gaushala branch. Some of them are: Lack of Employees: In Gaushala branch, there is lack of skill employees at CSD. All the tasks of Customer Service Department are done only by the intern. In the absence of intern, a CSD task has to be done by remittance staff, as a results pressurize in tasks by staff. Long filling form’s procedure: Filling of form by the customer in CSD is long procedure. There should be requirement of Computer for reducing the documentation tasks. For examples: Instead of filling new account opening form or others document, it can quick and easily will be done in computer by Internee.



Absence of Banking Browser: There is absence of banking browser i.e. guidelines for customer to know the types of product/ services with their features and interest. Customer doesn’t remind about all the products/services, their features, charges and so on. At that time browser helps them for better understanding. Singh, 53



Absence of Marketing Department: There is absence of marketing department at bank. They don’t believe in the marketing because the bank has created its brand. But they don’t realize that world is full of competition and struggle. If in any place they are lacking then sure others will take benefits of it. Therefore, like others bank has maintaining marketing department now a day’s e.g. NIC ASIA, Nepal SBI bank should also have to kept marketing department.



Unsystematically Store house: At Gaushala branch, the store room is not systematically managed. All the documents were not kept properly at proper place as a result facing problem for quick location of require d documents in bulk. Along with this there is shortage of browser e.g. NNC (Nepal Nursing Council) deposits browser and so on as a result many customer has to go for another branch for it like Maharajgunj Branch



Not permit to open D-mat account: Criteria for opening the D-mat account are not permitted to any other branches of NSBL. Only permission is granted to main (Durbar marg) branch and others branches have only form of that if Customer required.



Late distribution of ATM cards: Almost many banks give ATM’s card to their customer with in 7-15 days, but NSBL takes minimum 45 days to issue new ATM’s card as deliver by State Bank of India as a parent company.
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CHAPTER FIVE CONCLUSION AND LESSON LEARNT



5.1 Summary An internship is a unique aspect of education that integrates study with planned and supervised career related work experience. It is a short-term training conducted in an organization where theoretical knowledge is practically implemented. The graduating Students conduct internship in their final semester depending upon the course adopted.



The internship report is submitted as per the requirement of the Master of Business Administration (MBA) course, which comprises of 8 critical credit hours. The main objective of the study is to help the intern expose theoretical knowledge gained inside the classroom to the real working environment. The internship program also helped to understand the activities performed by various departments as well as the working principles of banks.



The intern conducted internship in NSBL for a period two months. The internee was able to gain practical experience and knowledge about the work environment during the internship.



During the course of the internship, the internee performed the duties assigned to her under the guidance and supervision of the supervisor. The internee was able to gain knowledge about the customer service department of the bank. The internee also learnt about work responsibility, work ethics, and culture in the workplace, and the internee also learnt about time management and communication skills which are very important for doing a job properly.



5.2 Conclusion NSBL is one of the leading banks in Nepalese financial industry. NSBL as a pioneer in introducing many innovative products and marketing concepts in the domestic banking sector represents a milestone in the banking history of Nepal as it started in the era of modern banking either customer satisfaction measured as a focal objective while doing business. Today NSBL holds one of the strongest networks, network in and outside Nepal compared to other financial institution of Nepal. NSBL has focus on customer satisfaction by providing highly acclaimed services. NSBL has good
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cooperation within and outside organization. NSBL has succeeded to maintain a good culture and discipline in organization.



The internship at NSBL helped internee to gain in depth knowledge about the real working environment, interpersonal and communication skills, organizational culture and behavior, professional qualities and building spirit as well as working samples of commercial banks.



During internship, internee has learnt many aspects other than the banking as to socialize make the working environment friendlier. The internee has also learnt the importance of behavioral issues. The customers are to be treated properly and friendly way for their full satisfaction. This will help the bank to achieve success by creating loyal customers and retaining them.



Performing internship in NSBL helped internee a lot to gain knowledge about systems, manual works and the working environment of different department of the bank. NSBL tries its best to serve their customers fully. It is one of the most promising banks today and have the opportunity to increase their market share by improving their customer satisfaction by overcoming their weakness and doing their best to retain quality services. Overall, the internship program has been really very fruitful in enhancing the practical knowledge of the internee. 5.3. Lesson Learnt Knowledge of both theoretical and practical aspects and exposure in the practical field isto be competitive in the world. Real work setting is a diverse situation than the Classroom learning scenario, as we enter into real work setting there arise novel Problem, difficulties and challenges which make the person more dynamic and Enthusiastic. While dealing with the complexities we develop the inter-personal and Communication skills which further shape our personality.Theoretical knowledge is not enough to know anything in a complete sense. For this practical exposure is quite essential and program like internship grants such opportunity. During the internship period, one gets acquainted with various lessons and practical knowledge which could be basic for ones career development. In the due period I got familiar with general Singh, 57



banking activities, banking transactions, clerical works and operations of office equipment, customers handling techniques, various problems that may arise in bank, the importance of motivating factor, office layout, maintaining relations with staff etc. Beside these superficial lessons I got an opportunity to learn various below mentioned lesson too:



Knowledge about the banking terms and condition The first and the most important lesson learnt by the intern was the understanding of the banking terms and condition. The internee understood what process was applied to the customer from opening the account to closing the account. The internee also had knowledge about what documents are needed for different accounts.



Kinds of account and their purpose During the internship the internee had learnt the different types of account and the purpose for which the account had been opened. The major accounts opened by the client were saving accounts, company account like sole-proprietorship, partnership, private and fixed account.



Risk factor While working as an intern at NSBL the internee could analyze the risk factor involved in working at a bank. The information at a bank about customer is very confidential in nature and the intern had to follow the rules and regulations of the bank. The information regarding balance enquiry should not be given in phone.



Interpersonal skills Since internee was appointed as an independent consultant so dealing with other employee was a must. The eight weeks tenure of internship enhanced the interpersonal skill of the internee. The image and reputation of the bank to the customer depends on how the banks representative performs. The attractive way of tackling with customer query means a lot. Moreover one should always be patient and listen to other while counseling.
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Boost up confidence level The tenure of two months of internship definitely geared up the confidence level. Nervousness always result in poor performance whereas over confidence may also lead to failure. The internee learnt to work independently and the communication with other members helped to boost the confidence level.



Practical implication of theoretical knowledge While working as an internee in NSBL for two months, the internee analyzed most of theoretical knowledge learnt in Master degree being practically implemented in the work place. The marketing concept of customer focused strategy, accounting concept, managerial finance, computer application and many other management theories/concepts were being applied practically.



Knowledge about the organizational environment and work culture The intern has been able to gain experience and knowledge about the organizational environment and work culture of NSBL. Internee has learned most of the things through observation and interaction with the personnel of different departments of the bank.



Maintained customer relations During the time of internship internee has to deal with the different type of the customer. Internee got chance to meet with different type of the customers.Handling the different types of customers with a smile, builds up the confidence and interpersonal communication skills. Some of the other lessons learnt during the time of intern are as follows: 



Learnt the value of time, communication skill, leadership quality, personality, team work and other behavioral factors in the organizational setting.



 The internee was able to build up the level of confidence by interacting with the different types of customers.  Learnt the overall banking operation in customer service department in the NSBL.  Learnt to use software programmed (Finacle), cheque writer, scanning machine, photocopy machine etc. Singh, 59



 Experience that for positive result the coordination between employees of different level is important.  Experience the importance of time factor in bank for both customer and employee.  Learned to communicate effectively with the people improving inter-personal skills.  Motivated staffs are proved to be valuable assets of organization.  Learned the importance of displayed emotion on the work place.



5.4. Recommendation: During the study, some issues were observed which needed some improvements for better acceptance of the bank towards its customers. Nothing in the earth is perfect; there is always pace for improvement so to maintain the service standard and improve customer satisfaction, some recommendations are as follows: 



As per the customer feedback, the processing time of documents was found to be very time consuming. So, the bank should provide prompt services with latest technology and computerized equipments. The customers should be served without making them to wait.







Improvements in IT system need to be made from time to time for the smooth operating of the banking activities which will benefit the growth of the bank.







There are many commercial bank and financial institutions as competitor to NSBL bank. Hence the bank should introduce new products and services for the customers to attract them.







Few departments like remittance and marketing suffers from the understaffing, thus the bank should hire skilled manpower to increase the efficiency of the bank.







Though the bank has installed new software for its operation, however, almost all department suffers from the sudden breakdown of the software due to which the customer need to wait for longer time to get their work done. Thus, the bank needs to properly manage its software and other computer programs.







The rotation of work is very much important to create reduce monotonous in the employee. It helps to reduce work load and monotonous even in case of
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employee absent. In addition to this, employees will opportunity to learn new things. 



For the interns, there must be specification of jobs about what to do. Bank should provide separate employee as a mentor to internee who will teach them technical things.
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