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EXECUTIVE SUMMARY



    MCB has a solid foundation of over 60 years in Pakistan, with a network of over 1130 branches with 600 ATMs and a network of over 12 banks on the MNET ATM switch.

· PACRA’s Rating: The rating assigned to MCB is long term AA+ and short term A+.
· MCB has become the only bank to receive the Euro money award after “Best Bank in Pakistan” in 2008, 2006, 2005 2004, 2003, 2001, and in 2000 the “Best Domestic Bank in Pakistan” awards. In addition, MCB also has the distinction of winning the Asia Money 2004 award for being “The Best Domestic Commercial Bank in Pakistan”.
· Market share Price is Rs146

· Innovate the idea of ATM in Pakistan
· MCB Listed in London Stock Exchange
MCB offers a wide range of financial products and advice for personal and Corporate Customers. You can also apply online Services. Customer can access their accounts using our simple and convenient MCB virtual internet banking services. The management at MCB comprises of seasoned professionals in the fields of banking and finance thereby encouraging a culture of innovation, and total customer satisfaction.

During my internship program I have found many good things in this organization. MCB has large variety of products due to which they are progressing over the year.  I have tried my best to discuss all these variety of products in my detail internship report.  I have also discussed the functions of sales, marketing and customer service departments in my report.  SWOT and critical analysis is also being discussed in my report.  Conclusion and Recommendations are also given.
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Introduction About MCB
MCB Bank Limited, with more than 60 years of experience as one of the leading banks in Pakistan, was incorporated on July 9 in 1947. The bank has journeyed remarkable tenure of more than half a century of competitively edged and well positioned heights of success by deploying quality banking, heads on technological developments, professionally leading management and prudent and ethical work methodologies. MCB was nationalized along with other private banks in 1974 as part of Government of Pakistan's economic reform movement and was later privatized to Nishat Group lead consortium in 1991.  

Since privatization, MCB's growth has been phenomenal. Today, MCB in one of the largest foreign banks in Sri Lanka, the first bank in Pakistan to launch Global Depository Receipts (GDR) in 2006, has strategic foreign partnership with May bank of Malaysia which holds 20% shares in MCB through its wholly owned subsidiary Mayan International Trust (Labuan) Berhad since 2008, has international indirect regional presence in Dubai (UAE), Bahrain, Azerbaijan, Hong Kong and Sri Lanka and serving through a domestic network of over 1,130 branches and 600 ATMs across Pakistan with a customer base of 4.5 million (apprx.)

MCB is reputed as one of the soundest financial institution and as one of the leading banks in Pakistan with a deposit base of PKR. 462 bln (apprx.) and total assets of PKR 605 bln (apprx.). The bank is versed as one of the oldest and most responsible banks in Pakistan and has played pivotal role in representing the country on global platforms while being one of the few institutions that are recognized and traded in the international market.

The bank has also been acknowledged though prestigious recognition and awards by Euro money, MMT, Asia Money, SAFA (SAARC), The Asset and The Asian Banker.
The Vision Statement:

To be the leading financial services provider, partnering with our customers for a more prosperous and secure future. 

The Mission Statement:

We are team of committed professionals, providing innovative and efficient financial solutions to create and nurture long term relationships with our customers.  In doing so, we ensure that our shareholders can invest with confidence in us.
Our values:

Trust:
We are the trustees of public funds and serve with integrity & commitment. Ethical behavior is of critical importance to us. We adopt full compliance with internal and external policies and procedures, operating within the legal framework

Customer Focus:

We continuously seek to exceed our customer’s expectations, forging and maintaining long term relationships.

Innovation:

We strive to be the market leaders in innovative products and services offering customized financial solutions with flawless execution.

Teamwork:

The diversity of our people is our strength. We inspire and challenge each other – working together to achieve synergy.

Achievement:

Our people are our most valuable asset. We are committed to a result oriented culture. Our goals are clear and merit is the only criterion for reward.

Social Responsibility:

As responsible citizens we contribute to the social welfare of the community we live in.

CORPORATE  PROFILE

Board of Directors:
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	Chief Financial Officer

	Mr.Salman Zafar Siddiqi
	 

	Company Secretary

	Mr. Abdus S. Sami
	 

	Audit & RAR Group

	Mr.Kamran Zafar Muggo
	 

	 

	Principal Office

	MCB 15 Main Gulberg, Lahore
	 

	 

	Registrar's and Share Registration Office

	MCB 15 Main Gulberg, Lahore
	 

	M/s. THK Associates (Pvt.) Limited
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	Dr. Ziauddin Ahmed Road,
	 

	Karachi
	 

	
	


AWARDS &  ACCOLADES:

Best Bank in Pakistan Award 2008:

Best Bank in Pakistan Award 2006:

Best Bank in Pakistan Award 2005:

Best Bank in Pakistan Award 2004:

Best Bank in Pakistan Award 2003:

Best Bank in Pakistan Award 2001:

Best Domestic Bank Award 2000:

ASIA MONEY AWARDS:

The Best Domestic Commercial Bank Award 2005:

The Best Domestic Commercial Bank Award 2004:

MCB is basically a financial organization offers various kinds of services to its customers.

PRODUCT AND SERVICES OFFERED BY MCB BANK LTD

MCB ATM CARDS:
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MCB is considered as the founder in the world of ATM is offering both National and International ATM cards.  You can use them any where in the country and the abroad also.  ATM is a very easy and convient way to draw your cash at any time in 24 hours a day.
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CARD CATEGORIES:
 Smart card / Debit CARDS:
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Your Debit card for Cash Free convenience





MCB ATM Regular Card:

MCB ATM Gold Card:

MOBILE BANKING:

MCB Mobile Banking gives you easy and quick access to your account(s) at a time you find convenient, including all holidays.  You can easily access to your account, check mini statement of your account, you can inquire about your account balance.  You can check your account balances and last four transactions.
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BILL PAYMENTS:
Now you can easily pay your bills and recharge your mobile phone and make payment of your mobile phone bills.  You can pay your bill any times 24 hours a day and 7 days a weak.  You can make a total payment of Rs. 20000/= you have also the option to pay your bill half or full.  Full payment is necessary in case of PTCL.
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MCB Pyara Ghar.

MCB offers loans for MCB pyara Ghar.  Not only for [image: image8.jpg]


the purchasing of home but also for the renovation and construction of house.

MCB Car4U:

Kahin na Kahin tau Hai 1 Car 4 You
MCB also provide loans for new and used car on very easy and affordable prices. 
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MCB BUSINESS SARMYAY:

Business Set... Tau Life set.
Thinking of business expansion? Worried about day to day cash flow issues? MCB Business Sarmaya offers a running finance facility against your house/flate and is the best way to resolve all your cash flow problems. It's easy, flexible, and affordable and keeps your business growing. Because we believe
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Business Set... Tau Life Set

TRAVELER’S CHEQUES:

MCB RTC is very easy and safe way to make the payments.  During traveling you can move with MCB RTC easily.  These were introduced in 1993.
TERM LOANS:

You as an individual can gain and benefit the most through MCB Consumer Banking. In MCB you get friendly, efficient and attentive personalized banking services - a unique banking relationship experienced by each MCB client

Working Capital LOANS:

Based on the customer’s specific needs, the Corporate Bank offers a number of different working capital financing facilities including Running Finance, Cash Finance, Export Refinance etc. 

Trade Finance:

Under Corporate Banking MCB offers trade finance services that include an entire range of import and export activities including issuing Letters of Credit (L/Cs), purchasing export documents, providing guarantees and other support services.

CASH MANAGEMENT:
Our network of over 1000 branches in Pakistan enables us to collect and disburse payments efficiently with our cash management services. This also enables us to offer you a choice of paper based or electronic fund transfer solutions including collection amounts and on- line transactions etc

TYPES OF ACCOUNTS (PAKISTANI CURRENCY)

Presently the bank if offering following types of bank accounts for its customer.

· CURRENT ACCOUNTS

· PLS ACCOUNTS

· KHUSHALI BUCHAT ACCOUNTS (KB)

· PLS 365 DAYS

· PLS 365 GOLD

· SMART SAVING ACCOUNTS

· ENHANSED SAVING ACCOUNTS

· BBA (Basic Banking Account)

· FIXED DEPOSITS ACCOUNTS

Bank offers various FDA (flexi deposit accounts) at various attractive rates.  Rates are considered according to tenure, amount and period of profit payment.  All these accounts are booked centralized.

FOREIGHN CURRENCY ACCOUNTS:

· MCB’s Foreign Currency Savings Account offers you attractive returns on your Foreign Currency investment. Open a foreign currency Savings account in any of the three currencies i.e. US Dollar, UK Pound Sterling, and Euro.

MCB VIRTUAL ANKING:

MCB Virtual Internet Banking offers you the convenience to manage and control your banking and finances – when you want to, where you want to. MCB’s Virtual Internet Banking facility is 

- Simple 
- Secure 
- Free of cost. 

With MCB Virtual Internet Banking you can access any of the banking services, 24 hours a day, 7 days a week and throughout the year.

ISLAMIC BANKING:
MCB now provides its customers with the reliable Islamic Financial Services and support they require to successfully achieve their business objectives.

Islamic Banking Division was formed with effect from 1st January 2003, which in a short span of time, has developed sufficient expertise, necessary infrastructure, information technology, and manpower to run Islamic Banking Operation and offer Islamic Banking Products.

DEPOSIT SCHEMES:

Al-Makhraj Saving Account:

The minimum deposit requirement for Al-Makhraj Saving Account is only Rs. 10,000 and profits can be earned 6-monthly. Other features associated with this product are as follows:

Murabahah:

A contract between a buyer and a seller under which the later first purchases the goods at the request of the former i.e., customer and then sells it to same customer after adding profit

Parties in Murabahah:
Buyer:

Bank’s Customer

Seller

Bank

Agent

Customer for foreign transaction Bank’s approved Broker for local transaction Customer for local transaction also (unmanageable situations)

Murabahah Sale Price


Cost + Expenses incurred + Agreed Profit
Some major types of accounts are:-

1) CURRENT ACCOUNTS

These accounts are normally used for business purpose.  These accounts are free from profit and zakat.  Running finance facility can also be availed on such accounts.  There must be minimum balance RS 10000 other wise bank will deduct RS 50 as service charges at the end of month.  Account can be opened with RS 1000.

2) PLS ACCOUNTS

These are normally used for saving purpose.  Bank offers 5% profit on such accounts.  Profit is distributed semiannually on such accounts.  Zakat is also deducted of such accounts.  10% tax on profit is also deducted.  Minimum balance limit is RS 10000.

3) KHUSHHALI BUCHAT ACCOUNTS (KB)

These are also used to generate the saving habits of people.  5% profit paid by bank on such accounts.  Extra feature of these accounts is that profit is calculated on daily basis and the bank pays the profit semi-annually.  Tax on profit and zakat is applied on such accounts.  Minimum balance limit is RS. 10000.

4) PLS 365 DAYS

These accounts are used for saving purpose.  This product contains almost all the features of khushhali bachat accounts.  There must a minimum balance of RS 10000 other wise bank will deduct RS 50 as his service charges at the end of the month.

5) PLS 365 DAYS GOLD

These accounts are used for saving purpose and for generating fresh deposit by offering attractive profit rates on the deposits.  Profit rates vary according to the balance.  One important feature of these accounts is that it pays profit on monthly basis.  Zakat and tax on profit is applies on such accounts.  Minimum balance limit is RS 10000.

6) SMART SAVING ACCOUNTS

These accounts are beneficial for generating saving habits of middle income people.  Bank pays 7% profit on such accounts if the balance is RS 300000 profit is paid on quarterly basis.  No cheque book issued in these accounts.  Only ATM card is issued in these accounts.  Zakat and profit on tax is applied on such accounts.

7) ENHANSED SAVING ACCOUNTS

These accounts are used to promote saving habits with low income group.  Bank pays 5% profit on this account and this profit is disbursed on quarterly basis.  Tax on profit and zakat will be deducted.  Minimum balance limit is RS 5000.  Bank will deduct RS 50 if balance is below RS 5000.

FUND BASED FACILITIES:

MCB offers 2 broad Islamic fund based facilities:

· Ijarah 

· Murabaha

Ijarah:

MCB’s Islamic Ijarah, analogous to the English term 'leasing’, is based on the ‘Ijarah wa Iqtina’ concept which means the sale of the asset to the lessee (customer) after the Ijarah has matured. Under this scheme, MCB will be the owner of the asset, and you (lessee) will be given the asset to use for a certain period of time in return for monthly rental payments. MCB will give a separate unilateral undertaking that it will offer to sell the asset to you (lessee) at the maturity of the Ijarah agreement at a price that may be equal to the security deposit amount, hence the term ‘Wa Iqtina’

Murabahah:
A contract between a buyer and a seller under which the later first purchases the goods at the request of the former i.e., customer and then sells it to same customer after adding profit.

Parties in Murabahah:

Buyer

Bank’s Customer

Seller:

Bank

Agent:

Customer for foreign transaction Bank’s approved Broker for local transaction Customer for local transaction also (unmanageable situations)

Murabahah Sale Price:

Cost + Expenses incurred + Agreed Profit

Management of Deposit Schemes:

Deposits shall be managed under the Mudaraba arrangement, under which customer is the Rabb-ul-Maal and bank is the Mudarib. Bank, being the Mudarib, shall be responsible for placing the funds in secured as-well-as profitable Islamic ventures on the basis of Ijarah, Murabaha, Mudaraba, etc and shall share a portion of profits as a compensation for its efforts. The profit sharing ratio shall be announced at the beginning of month. Rabb-ul-Maal, on the other hand, shall earn the net profit after all deductions, and this total earning of the Rabb-ul-Maal shall be shared by the individual depositors on the basis of weightages, which shall be announced at the beginning of the month. In the event of loss, Mudarib would lose its profit share which otherwise would have been paid to it in the cases of profit, and Rabb-ul-Maal shall bear the net loss.

These are some of the product line which MCB is offering to its customers.  MCB is basically a financial services provider organization.

LIST OF MAIN CLIENTS

Following are the main clients of MCB

· FFC 

· PSO

· COCA COLA

· PAK SUZUKI

· UTILITY STORE CORPORATION

· SHELL PAKISTAN

· BYER CROP SCIENCES

· ENGRO PAKISTAN

· NESTLE.

These are some of the main CMD clients of MCB.  Despite of these main accounts bank have a large customer base including accounts of general public, small business, agriculturist, and salaried persons etc.

ORGNIZATIONAL STRUCTURE

ORGNIZATION HIERARCHY CHART.

Following two persons are basically supervisors of all the departments as under.

BRANCH MANGER-------------------------------BRANCH OPERATION MANAGER

 Marketing Department



Remittance Department

Customer service Department             

Cash Department








Passing Department

 Number of Employees.

Presently there is 3 staff members are working in the branch whose names and designations are as follows

· CH. ABDUL SATTAR

BRANCH MANAGER

· MUHAMMAD MUSTAFA              BRANCH OPERATION MANAGER

· MUHAMMAD IRSHAD ULLAH
CASHIER

INTRODUCATION OF ALL THE DEPARTMENTS.

 A brief description & functions of main departments of the bank is appended below:-
1-MARKETING DEPARTMENT:

Marketing department is wholly & solely managed by the Branch Manager & business development officers as well at some large branches. Branch Manager leads his marketing job by performing marketing through various techniques i.e table services, personal visits to the business places, telephonic touch and visits to the residence/areas of business of the prospective clients where he introduces and offers various products of the bank by explaining its features and qualities to the existing/ intending/prospective customers & by describing the features of various products and services being offered by the Bank. 
2-CASH DEPARTMENT:

Cash & cash transactions have mile stone importance in day to day transactions and particularly when these transactions are in a financial institution, its importance becomes even more.  All cash related activities are performed in this department i.e. cash receipts, cash payments/withdrawal, receiving of utility bills, depositing cash into the main cash collection account of some collection accounts like NFC, SLIC etc, having cash receipt/payment with main/subordinate branches and with the Head Office through some other designated Bank i.e National Bank of Pakistan/State Bank of Pakistan. In my Branch of internship there is one officer to perform these functions. Staff strength of this department is based on volume of transactions and amount involved in it.
3-REMITTANCE DEPARTMENT:

Like cash, remittance department is also of much importance. Various remittance products included On-line, Demand Draft, Coupon, RTC etc. The way of remittance is chosen by the customer as per his facility/demand/need and Bank has certain nominal charge or even some times free to its good customer as per schedule of charges. So, either instrument is handed over to the customer i.e Demand Draft or in case of online a cash receipt slip for the very purpose is issued to the customer.
4-CUTOMER SERVICE DEPATMENT:

This department is managed by the branch manger as well. Flowing are the major functions perform in this department.

· Well coming the customers in a professional way.

· Handle the complaints related to branch.

· Manage customer correspondence and inquiries.
· All staff performs this function as well.
· Conduct monthly service meeting.

The branch is under the chain of command structure. All the operation departments are responsible to report to Branch Operation Manger and all other departments directly report to Branch Manager. 

1: INTORDUCATION OF THE BRANCH:

 Branch is situated in the periphery of Vehari city from Vehari towards Multan road and is about 20 KM from main city Vehari. This Branch was opened in 1973 and farmers and some whole sale dealer and agric. Business people are its main clients due to its location. No other Bank has branch within 10-miles radius of this Branch so particularly this Branch is having less competition. This is three men Branch i.e Branch Manager, Operations Officer & Cash Officer (teller). 
2: ENDING AND STARTING DATES.

STARTING DATE: 

24-OCT-2011
ENDING DATE:

23-DEC- 2011

3: DEPARTMENTS WHERE I DID MY INTERNSHIP
During my internship, I got opportunity to see and perform work in the following departments:- 
1-ACCOUNT OPENING:

FROM

24-10-2011
TO

10-11-2011
2-REMITTANCES

FROM

11-11-2011 

TO

26-11-2011
 3-CASH DEPARTMENT

FROM

28-11-2011
TO

13-12-2011
4-CUSTOMER SERVICES DEPARTMENT ANDMARKETING DEPARTMENT

FROM

14-12-2011
TO

23-12-2011
TRAINING PROGRAMME

During my internship at MCB Thingi Branch, I performed my internship in following departments:-
· OPERATIONS AND ACCOUNTING OPENING

· REMITTANCES

· CASH

· CUSTOMER SERVIECES

· MARKETING

A detailed description of these departments and the work done by me is given hereunder:-

1-OPERATIONS AND ACCOUNT OPENING DEPARTMENT:

In the Branch, Branch Operation manager is responsible to perform overall operational activities.  Who is duty bound to abide by all the instructions put forth by the regulatory authorities like State Bank of  Pakistan, Banking Services Corporation  (SBP, BSC Bank) and by Finance Division etc or by the Government. So, the major issued looked after by him are KYC (Know your Customer) and AML (Anti Money Laundering) which are of high importance now-a-days to avoid unauthorized use of Banking channel and these instructions have been covered under M1 to M5 of SBP, BSC Bank prudential regulations. The Manger after filling in the basic data of the customer hands over the account opening form (AOF) to the Branch operations Manager who then fills the remaining form and makes sure availability of certain requisite documents with that AOF and opens the account in the computer system.  

So, when this entry is started a client number is generated by the system which is unique all over the Pakistan in MCB Branches and with branch code it even becomes unique in whole banking sector. As the whole data is fed into the computer system, the account opening procedure is complete. Then the operations Manager sent letter of thanks to the customer and to that of introducer in token of verification of genuineness of their address. When the customer approaches the branch with that letter of thanks, it is proved that address of the customer is genuine.
Following types of accounts are opened in MCB. In other words MCB is serving its depositor customer by offering them following types of accounts which have been introduced keeping in view different types of needs of different customers:-
· CURRENT ACCOUNTS

· PLS ACCOUNTS

· KHUSHALI BUCHAT ACCOUNTS (KB)

· PLS 365 DAYS

· PLS 365 GOLD

· SMART SAVING ACCOUNTS

· ENHANSED SAVING ACCOUNTS

· BBA (Basic Banking Account)

· FOREIGN CURRENCY ACCOUNTS.
· FOREIGN CURRENCY SAVING ACCOUNTS
2-REMITTANCE DEPARTMENT:

As its name suggests, the remittances are done by this department including but not limited to online transfer of funds, Demand Draft (DD), Coupons and Rupee Traveler Cheque. In a three man branch like this branch, Branch Operation Managers makes remittance according to the requirement and his transactions are supervised bye the Branch Manager in computer system and similarly as second signatory on the instrument like DD or RTC which needs to be paid from other branches. 
Here, I was guided by my instructor about how to to make Demand Draft, Coupons etc. and I also learnt how to fill different types of requisition form at the request of customers. As this branch is located at some distance from city so keeping in view education level of the people most of the application forms are filled-in by the bank staff with a view to facilitate the customer.
3-CASH DEPARTMENT

Very obvious form the title of the department, all cash related activities are performed in this department and it is headed by a chief teller with two junior tellers in larger branches and in case of small branches there is only one teller. Main functions performed by this department are cash receipts, cash payments/withdrawals, collection of utility bills and cash collection for any other purpose i.e remittance or collection account of companies like NFC, FFC etc.
4-CUTOMER SERVICES DEPARTMENT
Customer services department plays pivotal role in success of any customer service organization and particularly in banking sector customer service is of milestone importance and is headed by the Branch Manager. Following are the main functions performed by this department.

· To entertain walk-in customer or marketed customer
· Greeting customer in a professional manner with smile and attention
· If customer is aggrieved then resolve customer complaints as per banks standing instructions on the issue. 

· Adherence to service protocols, turn around time (TAT) policy i.e three minutes time to entertain customer after he is in que. 
· Provide knowledge of products & services being offered by the Bank. 
5-MARKETING DEPARTMENT:

In today’s era no institution is complete without marketing department and same is the situation here. MCB also has marketing department and at Branch level this function is performed by the Branch Manager and other sales staff/business development officer. He is responsible to fetch new business for the Bank in its all available products and services and also to retain existing clients by adopting following measures:- 
· Direct meetings with the prospective clients at their homes or at their business points 
· By introducing new/existing products and services of the Bank. 
· Better customer services at the Branch whenever some one visits the branch 
· Online contact with clients by making time to time courtesy calls.
· Providing and delivering informative material to the clients 
· Attracting prospective customers by marketing bank’s products and services. 
During my internship I performed my duties in the following departments and the performed the given task. Detail of which is as under.

1-ACCOUNT OPENING:

During internship, I was assigned the task of account opening after gathering all required and proper information for this purpose. Branch Manager explained me SBP Prudential Regulations  M1 to M5 and their importance during account opening. Ch. Abdul Sattar (branch Manager) guided me about account opening and then deeply instructed by the Operations Manager Mr. Muhammad Mustafa.  
During my training I have got training for the opening of following types of accounts and opened more than 20, 20 accounts of current and PLS category and 2-10 accounts of remaining categories as these accounts are opened by different types of depositors keeping in view their own needs:_.
· CURRENT ACCOUNT

· PLS ACCOUNT

· KUSHALI BACHAT ACCOUNT

· PLS 365 DAYS

· PLS 365 GOLD

· SMART SAVING ACCOUNT

· ENHANSED SAVING ACCOUNT

· BUSINESS ACCOUNTS

From verbal sessions with the supervisor in the Branch and by reading their instructions manual, cross questioning with the prospective clients at the time of opening of accounts and by hands on practice by opening below mentioned accounts, I came to know that:- 
During my training in the account opening I instructed to ask various kinds of questions form the customer like.

· What is the purpose of their account opening?

· What is there source of funds

· What kind of account customer wants like single/joint?

· Nature of account like current/ saving

· See Original CNIC of the Customer as well as Next to Kin and asks for the photocopies of the both.

· Minimum of initial deposit in different types of accounts
· In case of Government servant, any proof of such claim
Branch Operation also guides me how to process the ATM Card.  The procedure of ATM activation and various usages of the ATM Cards along with some security features.  He advised me that the ATM and PIN must be in dual control for safety.

2-REMITTANCE DEPARTMENT

I was assigned the task to understand the procedure of remittance and then perform it as well. During my training I have given the task to completely understand the remittances procedure.  During my training in that department I have learnt and prepared with my own hands about 5-10 instruments of each category i.e instruments given hereunder:-

· Issuance of DD, Issuance of  PO Issuance of RTC Online fund transfer Issuance of Coupon Issuances of Call Deposit Internal fund transfers etc.

For making above mentioned instruments I observed and did the following:- 
· Name of payee

· Placement of the order

· Amount of the DD

· Signature of the sender

· Telephone number of the sender

· Issuance date

· Receiver branch code

· Id card photo copy of the sender in case of Walk In Customer

· FED charges.

· Commission charges.

Some commission is charged on DD by the bank. Then this slip is given to the customer to deposit this amount in the bank then a DD is issued to the customer. Similarly, Muhammad Mustafa Sb guides me how to fill the remittance application? During my training in this department Muhammad Mustafa Sb advised me to inquire from the customer whether he wants Remittance in Cash or in Transfer.  If the customer wants the remittance in cash than advice him to deposit the cash on the cash counter along with remittance application and if he wants the remittance in transfer than advice him to produce a cheque of his account. I also learn the procedure of online funds transfer and internal fund transfer in the system. When amount is either deposited with the casher or instruments is to be issued against a cheque drawn-on on this branch then, it is forwarded to the remittance department, where I made all these instruments with my own hands under the guidance. After two days I was successful in gaining confidence of my supervisor and after that I prepared all these instruments with my own hands and then only counter checked by the supervisor while signings over them.
.

3-CASH DEPARTEMET.

Mr. Muhammad Irshadullah cashier is responsible for payment & receipt section.  I have learnt from him, how to balance the payment and how the payment of cheques is made.  The customer first presented the cheque to him, he verifies the balance, amount in words and figure date, his power of payment against the cheque and signature of the customer if he found that all the things are in order then he puts his signature on the cheque and debit the cheque from customer account enters the cheque in the payment sheet and than makes the payment to the customer.  At the end of the day he matches the total of payment sheet and system generated sheet with the physical cash.  

In cash department, under the guidance of my cashier, I started taking cash receipts and making payments independently as practice mode. Then these transactions were supervised by the cashier and then finalized. I took cash receipt from the depositor, count his cash, then write it on the receipt and forward it to the casher who then re-confirm all this and then cash receipt slip was issued under his signature.

Similarly, I used to take cheque or any other payment from the customer and then proceed on it by keeping in mind all security measures prescribed for the payment by the MCB and by the State Bank of Pakistan (SBP) and forward this payment and this voucher to the teller who after making verification of my work, did the final with it and then the transaction was completed.
In this department I have learnt the following:

· Preparation of cash receipt sheet.

· Preparation of cash payment sheet.

· How the cheque is debited into customer account.

· Preparation of cash closing sheets.

· Preparation of utility bills scrolls.

Then I started preparing all these books on a photocopy form to judge my ability of under standing and then my work was checked by the supervisor. By the Grace of Allah Almighty, I was successful in preparing all these sheets/books error free and promptly and that were tallied in 1st stroke.
4-MARKETING AND CUSTOMER SERVICES DEPARTMENT:

In the last I worked in the marketing department  which is headed by the Branch Manager at Branch Level and by Regional Chief at Region Level  and got lot of techniques how to market the clients.  My Supervisor guided me how to market the client and also give me some tips and various methodologies to market the client.  I was attached with him in the market and I observed his dealing in the office during table service to the clients.  Then he assigned me the task.  My supervisor was very much co-operative and kind to me and I was totally involved with him in the marketing. In MCB Marketing Department at Head Office is responsible for overall marketing issues. However, in Branches the Branch Manager has to perform these functions. In local area, FM Radio and locally published news papers are heard and read with keen interest. So the manager uses both these tools for marketing of Bank’s products at Branch level and about the products that have been segmented to this particular Branch. I prepared advertisements for Rabbi crop loan schemes which was published in local papers and run over FM radio successfully and brought a lot of prospective clients to the bank which is a good feedback to that advertisement.
Then I performed my duties in the customer service area. This is a small branch and separate department is not established here like other banks.  Here I learned about how to handle the complaints and how to solve these complaints. Implementation of direct marketing tools like telemarketing, personal marketing with the client and door to door meetings as well.
· How to handle customers effectively and efficiently.

· How to given effective table service to the clients.

· How we can effectively resolve the complaints of the customer and avoid the complaints.

· Ways of handling difficult and demanding clients.

· How we can maintain long term relations with the customers
· Here in this department, I used to welcome walk in customers and asking from them their requirements and then guided them to their respective officers/departments. 

STRUCTURE AND FUNCTIONS OF SALES DEPARTMENT:

Selling of products and services is a very important function for any organization and the basic way to generate revenues for the organization.  In this branch there is not a separate department of the sales but the Branch Manager takes the responsibility of the sales of products and services however, in some big branches in addition to the Manager, some sales staff is also appointed like business development officer keeping in view the potential growth in the area both the techniques are used for this purpose i.e Direct Sales and personal selling. 
CUSTOMER SERVICE DEPATMENT:

This is very much important department in any organization as its an old saying that fetching customer is easy than retaining. Retention of clients and customers is the duty of customer services department. 

TECHNIQUES OF RETAINING THE CUSTOMERS:

Providing better services is the only key to retain customers. However following  are some key points to observe retention of clients/customers:-

· Provision of prompt & better customer services
· Resolution of complaints though call centers
· Reduction in number of complaints. In case a complaint arises then its resolution.
· Customer services staff should be well versed with the precuts and services being offered by the Bank.
                             TECHENIQUES OF ATTRACTING NEW CUSTOMERS:

Customer satisfaction, Customer recognition, Customer safety and security & belongings by offering all these new customers can be attracted and retained
WAYS OF HANDLING DIFFERENT KINDS OF CUSTOMNRS:

To handle any human being one must be well versed with the basic way that every one want recognition. Due recognition as per psyche of the customer is the only way of success in handling different types of customer.
CRITTICL ANALYSIS

 Theories are result of continuous experiments and are the best result of since long practices but its impossible to implement them word by word, minor fluctuations are changes are required to make them up-to-date and keeping in view the requirements of the day. Same is the case in MCB, here all marketing terms and theories are being applied but with some bit deviations where required. 

Segmentation policy is very well implemented. As it is very much obvious that there are different departments like Sales, Operations, Deposits, Loans, Marketing etc. and then marketing department while taking any steps keeps in mind segmentation on the basis of age, gender and work group which is clear from their different types of deposit accounts i.e current account, saving account, business account, smart saving etc and now they are introducing younger saving accounts for individuals less than age of 18-years. Similarly, different types of loans have been segmented into different areas and in different branches where potential for such loans is available and it is based on target marketing as well. Different loans are available in different climate areas keeping in view their potential.

When we think of price distribution,   to attract corporate clients even some products like ATM/Debit Card, cheque books, remittances have been offered free of cost and cost of such items is covered under their minimum balance condition or some other terms and conditions.

Promo policies of MCB include ADs on leading major newspapers and TV channels and pamphlets available in the branches at customer service counter and local newspapers and radios are also being used for it.
Not up to the mark. You have not covered the critical points in right manners. 
               SWOT ANAYLSIS OF THE ORGNIZATION

A SWOT analysis is used to evaluate the strength, weaknesses, opportunities and threats involved in the business.

STRENGTH:

· More than 90% branches of MCB are online
· It is an older bank with large customer base which is his strength.

·  MCB staff is well qualified and their qualifications are competitive with other bank’s staff.
· It has large net work in rural areas as well to capture maximum clientele.

· Strongest bank of the country with reference to its online network and its deposit worth is more than any other bank in the country.

· MCB has high number of branches in foreign counties than any other bank thus it earns high remittance from the foreign counties and enjoys deposits.

· SYMBOLs is the latest banking software being used by MCB and by only few other Banks.

· Deposits and recoveries can be deposited from any online branch to other online branch within mouse click time. Particularly loan recoveries are free from online charges.

· MCB enjoys very less bad loans ratio among other commercial banks due to its sound lending operations and procedures.

· ABL audit rating is very good as rated by SBP in the year-2010. Thus no penalties from S.B.P and no loss is sustained by the Bank in this shape.

WEAKNESSES:

· Staff is short in the branch with respect to workload.

· No job rotation at all, so every one is doing his duties like a routine without any change.

· No training program for every staff.

· Its most of the branches are located in rented building. Some are developed and maintained while some are in very poor condition.

· ATM connectivity link remains down due to shortage of electricity and low speed internet in some areas and due to this customers disturbed.

· Old age employees are not versed with IT systems
OPPORTUITIES:

· Due to speed of business transactions in global village MCB gets support form its large and online network both nation wide and with foreign branches than any other bank.

· MCB is making its progress/ brining diversified products as per demands of the customers well in time thus captures maximum market share.

· Bank has most of its branches where there are high business volume

· MCB has very good image in terms of its stability which attracts customers automatically towards it and hence it is enjoying continuous growth.

· Long term AA+ and short term A+ which builds image in corporate customer in comparison with other banks.

· Economy of developing countries is deponent upon bank credits very much and MCB is playing its role and getting its business than any other bank in the market.

All selected are strengths. Not opportunities. 
You need to enter 3~4 strong opportunities here. 
THREATS:

· Due to less attractive salary packages, high staff turnover. MCB trains staff and other banks enjoy their abilities.

· High tax rates and charges.

· Higher rate of inflation is prohibiting some people from keeping their money in the banks as it devalues. They think it better to invest in real state.

· Due to relaxed policy of SBP and the Government for opening of new banks, a lot of new banks have entered into the market.

· There is high interference of politics while making board of directors. So some of the decisions of the bank are also based on politics and political conditions in the country and not based on its merits.

· Pakistan is lacking political stability which is hindrance in getting foreign investment and is directly affecting banking sector and particularly MCB which has large number of foreign depositors as well.

CONCLUSTION:

At present MCB has very good network of online branches and offering internet banking. To continue its leadership, MCB should focus to rebuild and boost up its IT-infrastructure and branch image. However, MCB slogan ONE BANK ONE TEAM is an asset for it as it is very much result oriented as well. MCB deposit stability is much more than other bank’s in the field.  However, it should recoup some of the personnel issues like its shortage, its training and development. Salary packages should be revised so as to retain their personnel to reduce turn over of employees. Location wise MCB has good network of branches, all the branches have been established keeping in view business potential and is going towards continuous growth. Its credit rating is also very good AA+ and A+ in short term and long term credit which is very good and healthy sign. MCB has good control over its policies and guidelines. At the same time, its need to be vigilant from new coming bank’s who are also getting market share from the overall banking industry. Bank is at presently run by politician through board of Directors which should be revised and taken place by the professional bankers. MCB marketing policies are very much updated and are very keenly observed and rapidly updated by its marketing department. Its marketing department uses all tools like product, price, place, promotion based on segmentation and target marketing etc.

In overall, we may conclude that at present MCB is enjoying good market share though solid marketing tools, policies and practices and should do it more vigorously to be number one in the market.
You have to mention more about your learning after your whole training program. 
RECOMMENDATIONS FOR THE IMPORVEMETNS

After training, following recommendations are help full in increasing the growth of the MCB

· More staff should be inducted keeping in view vacancies in different departments and professionals should be inducted on professional seats.

· Quality training especially in the field of IT must be given to all the employees inline with their attitude and qualifications. Refresher courses must be imparted to each and every employee for at least once in a year.

· IT system must be updated.

· Salaries and other fringe benefits must be market based so as to stop outflow of its trained personnel and avoid brain drain.

· Separate Marketing department must be established. 

· ABL & UBL are using courtesy boards in front of all factories to whom they have granted loans which is a very big marketing tool and should be adopted by MCB

· MCB should induct separate marketing staff for selling/marketing of different latest products like ATM/Debit Card, Auto Loan, House Finance, rather putting all these items on the existing staff strength.

· Incentive should be introduced upon achievement of targets by the marketing staff so as to create more competition among staff members of different branches of the Bank.

· Political pressure should be overcome. Board of directors should consists of ex-bankers or professional from finance ministry who are well versed with this industry.

· There should be job rotation. Where there will be job change, new ideas will be introduced.
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