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PART-A 

CHAPTER 1: INTERNSHIP PREPARATION 

1.1  Motivation plan to do the internship and learning from this 

From the beginning of the BBA program, the internship part seemed like the most practical 

bridge between classroom theories and the real economy in Bangladesh. I was very much 

excited for this internship because I believed this is the bridge between classroom and 

workplace. This experience would help me to understand how a company practically their 

works, not just only the theory. In my classes, I had learned about customer service, finance, 

digital systems, and business communication, but I felt I needed to see how these concepts 

work in real situations. My goal was to learn how an organization operates daily, how they 

serve customers, how it is used, and what skills are required in a professional financial 

environment. 

 

1.2  The internship search process and why this organization 

I started the search for my internship by preparing a resume with the help of my university’s 

Career Services Office (CSO). They guided me in editing my CV and preparing for 

interviews. After that, I applied to several organizations like BRAC bank, and some more.  

Later by my family connection I got to know about the recruitment of interns at Uttara Bank 

PLC, Satmasjid Road Branch. My family asked me if I am interested to join it, as I was 

targeting banks mainly so I applied to it because it is a well known and trusted bank in 

Bangladesh. It has a big customer base and handles many financial services every day. Even 

my mother has a account at this bank. Also the main thing that made me feel more interested 

that Uttara bank came in the top 10 list of, which currently have a good financial health. . I 

believed this environment would give me strong learning opportunities in customer 

interaction, and operational tasks. 
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1.3  The internship interview experience 

My interview for the internship was simple but professional. The branch manager asked me 

questions about why I wanted to join the bank, what I expected to learn, and what skills I 

could bring. They also asked me some general questions about banking, any relatable 

previous experiences, and my study background. The interviewing process was relaxed, and 

the manager explained that the internship would enable me to get practical skills and 

experiences. After a few days, by a mail from the branch at Satmasjid Road informed me that 

I was selected. 

 

1.4  About the organization 

 

Uttara Bank PLC is a well established and old private commercial bank in Bangladesh and 

has served customers in Bangladesh since long. The bank provides various financial services 

such as savings accounts, current accounts, fixed deposit receipts (FDR), deposit pension 

schemes (DPS), various kinds of loans, foreign remittance platforms, ATM, and modern 

online banking services that include mobile banking, internet banking, also debit or credit 

card services. It is trusted by individual and corporate customers due to its reputation and 

years of experience in the banking industry. 

I am doing my internship at the Satmasjid Road Branch which is an active and busy branch. 

People comes for various works such as cash deposits, withdrawals, account opening, cheque 

related services, digital banking assistance, loan inquiries, and remittance transactions. The 

branch is located in a key commercial and residential part of the city, so it is served by a wide 

range of customers, such as students, business owners, service holders, and senior citizens. 

The branch is divided into four sections, each responsible for different activities. These are 

the general banking section where majority of customer related services are done, cash 

section where day to day cash transactions are processed and the foreign exchange section 

where remittance services and international transactions are done and the last one is advanced 
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banking whose main task is to maintain relationships, approving loans. All the sections 

collaborate in order to make banking processes and dealing with customers smooth. 

I worked in various sections of the banking system and to see how each section of the bank 

plays a role in the overall operations of the branch. During my internship, I had the 

opportunity to transfer between sections, train under skilled employees, and have a good 

understanding of how different banking operations are carried out in practice.  

Throughout my internship period, I was able to move between sections, learn from 

experienced staff, and get a clear idea of how various banking activities are performed in real 

life.  

 

CHAPTER 2: ABOUT THE INTERNSHIP 

2.1  Position, Office Environment, and Job Duties   

During my internship, I mostly worked in the general banking department. On my first day, I 

received a short orientation about the branch, rules, security procedures, and behaviour 

guidelines. I got explained how different departments work and how an intern should support 

daily tasks. Then I got an introduction of everyone at my office and got to know about their 

performing roles also. 

At first my everyday responsibilities included helping general banking department officers’ 

with little tasks. Gradually after 2 weeks I started helping them by customer dealings with 

basic queries, guiding them to the right desk. I also helped customers fill out forms, and 

understand service requirements.  

I also supported documentation tasks. This included updating customer information, checking 

if forms were correctly filled, arranging files, sorting daily reports, and entering data into the 

branch’s internal banking system under supervision. I learned how to verify necessary 

documents for account opening. The work environment was busy, but the staff were friendly 

and allowed me to learn at my own pace. 
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2.2  Skills Learned and Contributions  

This internship taught me a lot of valuable skills. I also enhanced my communication skills, 

particularly in describing the digital banking process to customers who were not very familiar 

with technology. I was taught how to solve problems when customers were confused or angry 

in a calm way. The new skills that I developed are customer dealing, professional behavior, 

teamwork, and time management. 

The part that I did well was guiding several customers through mobile banking application of 

the bank. Most of the older customers did not understand digital services, so I showed to 

them step by step how to check balance, transfer money, or change passwords. I also assisted 

the branch in sorting out pending documents, and helping in the workload at four desks in the 

general banking department during the peak hours. Because I mostly worked at the general 

banking department so I know their works well and can do efficiently. Sometimes customers 

asked to be given written guidelines on how to use mobile banking, I made them a basic 

guide, and the employees found it useful were able to use it later as a guide. 

 

2.3  Relating Academic Learning to Internship Roles  

My education helped me to understand my classroom theory with real life practice in my 

internship. The concepts of business communication that I acquired in the university have 

assisted me in being polite, listening, and providing direction to the customers in a patient 

and respectful manner. My marketing skills also came useful in terms of explaining the 

customers who were unsure or reluctant to use the digital banking services, such as mobile 

banking and online transactions. 

Communication skills were also important because it helped me to speak out better and in a 

professional manner with the customers and the employees. Moreover, the different concepts 

from different courses helped me to understand the manner in which the workflow within the 

branch is structured. 

So this internship was an opportunity to practically use what I studied at university and get 

the real experience which made my academic knowledge more significant and complete. 
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CHAPTER 3: SELF REFLECTION 

3.1  Likes and Dislikes of the Internship 

My internship was a great experience. I liked interacting with customers and solving their 

issues, helping them as much possible. I enjoyed the friendly atmosphere at the office. My 

colleagues were respectful and supported me in everything. The days were great, as I gained 

hands on experience on real tasks. I also liked the busy nature of the branch as I was able to 

see the wide varietys of work. 

But there were also some difficult things. There were also impatient customers who needed to 

wait in line. The bank system was sometimes slow and that pressured the staff and the 

customers. There were also repetitive tasks like checking forms and filing them with required 

details, which are important tasks of banking operations. 

 

3.2  How I Could Improve and Be Better Utilized 

At the beginning, I was slow in understanding the work processes, like filling certain forms 

or navigating banking working procedures. I got better over time, but I could have gotten 

along faster, had I prepared more in advance. I also believed that I learn more if they 

provided me more time in advanced department to enhance my knowledge, particularly 

regarding the loan processing and advanced digital banking services. 

By providing a brief structured training on the first week, the organization could use the 

interns more effectively. This would help the interns in learning the system of the bank, flow 

of customers and rules more fast. It might also enable the interns to operate in different 

departments to know more about how banks work. 

Through this internship, I found that I would like to keep enhancing my communication and 

digital skills. I would like to improve my ability on handling stressful situations better and 

becoming more confident in providing quick solutions. 
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3.3  Insights for Future Roles and Internship Program Improvement 

The organization should work on its internship program by provideing a small handbook, 

which is easy to understand to the interns. The handbook will contain simple guidelines like 

banking procedures, filling in forms, account opening procedures, basic customer service 

procedures, and just some guidelines on how to use digital banking systems. This would save 

time and make interns more confident and ready as soon as possible. 

The branch might also schedule the short feedback sessions every week during which the 

interns will be able to discuss what they have learned, ask questions, and discuss with the 

supervisors. Such meetings would help interns to realize their mistakes, also by this they can 

develop quicker, and be more useful to the team. It would also enable the organization to 

track the progress of the intern and give him some support where necessary. 

This internship experience allowed me to realize my strengths and the aspects that I need to 

improve. It also helped me have a better understanding of the skills that I need to concentrate 

on in the next stage of my professional life. 

 

CHAPTER 4: PERSONAL DEVELOPMENT PLAN 

4.1  Personal Development Plan and Career Goals 

This internship helped me to realize where I would like to go in my career. Firstly I am 

planning of my personal development, it is to continue working in the area of enhancing my 

technical knowledge as well as the practical knowledge of the banking operations. I will take 

brief online courses on the software used in online banking. This will help me to develop a 

better base of future job duties. 

Along with this, I want to continue learning about banking software, mobile banking 

platforms, and digital financial services, because most banks today are shifting towards 

technology based operations. To build confidence, I also plan to participate in university 

activities, group projects, and workshops that can help me practice communication and 

teamwork. 

My long term career goal is to work in a bank or financial institution in positions such as 

customer service officer, digital banking support, or data and operations assistant. Over time, 
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I hope to grow into a more specialized role in digital banking operations or financial data 

management. This step by step development plan will help me build a strong, stable, and 

future ready career in the financial sector. 

 

4.2  Technical and Interpersonal Skills to Develop  

To secure good employment, I need to develop both technical and interpersonal skills. 

Technically, I would like to enhance my computer knowledge, also will learn how to operate 

banking software without fear and gain knowledge of digital financial products like mobile 

banking, internet banking and online security processes. These technical abilities are 

necessary since nowadays the banks are highly dependent on the digital tools and automated 

systems. 

On the interpersonal level, I would like to improve my communication skills to be able to 

communicate with the customers in a clear and professional way. I would also like to become 

more patient, empathetic and problem solver, as it is essential when it comes to customers 

who may feel pressured. Furthermore, I wish to enhance my teamwork, time management, 

and confidence so as to be able to collaborate with colleagues and perform duties on my own. 

With the development of both these sets of skills, I will be more well equipped to take on the 

entry level jobs within the banking industry and will feel more assured about my capability to 

expand further in my profession. 
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Part B 

Executive Summary 

This research shows the effects of digital banking change on operational efficiency and 

customer satisfaction in Satmasjid Road Branch of Uttara Bank, PLC. It was conducted in my 

three month internship period which is from 5th October 2025 to 5th January 2026. It was a 

mixed method study, a combination of quantitative customer survey containing of 40 

customers and a qualitative staff survey of 20 employees, to give a comprehensive concept of 

the adoption of digital banking and implications to the organization.  

 

This study reveals that despite the fact that digital banking has gained extremely favorable 

rates of adoption. This survey found that 90% of the customers are already using at least one 

digital service, yet the survey revealed that there are still certain problems with this such as, 

the way the user interface is designed, the quality of customer service, and the stability of the 

technological infrastructure. Customers appreciate comfort and time saving options but have 

challenges navigating and lack of support. 

 

Employees reported the positive changes in the speed and productivity of transactions, 

though they complain about lack of training in troubleshooting, lack of good technological 

infrastructure and interdepartmental communication problems. 

 

Strategic interventions proposed in the research include, enhancement of user interface 

design, customer support systems, large scale training of the entire staff and enhancement of 

technological infrastructure. The suggestions will be useful in bridging the gaps between 

theoretical and practical applications of digital banking that will result in improved 

operational efficiency and customer satisfaction. 
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CHAPTER 1: INTRODUCTION 

1.1  Research title 

Digital Banking Transformation and Customer Adoption: An Analysis of Service Quality and 

Operational Efficiency at Uttara Bank PLC 

 

1.2  Research objective  

The primary objective is to find how digital banking services influence the effectiveness and 

client satisfaction in Uttara Bank PLC. They are:  

- To compare the customer awareness level, the adoption rates and the customer 

satisfaction with the digital banking service.  

- To determine how to increase operational efficiency according to the staff 

perspectives. 

- To note the issues of customers and employees in the digital banking system. 

- To test the quality of digital services and customer trust. 

- To give evidence based suggestions on how to make digital banking more effective. 

The research answers two questions. Firstly, it informs Uttara Bank what exactly it should 

know in order to make better business decisions. Secondly, it provides the whole banking 

sector in Bangladesh with some real life examples and statistics concerning the hard work to 

modernize and become digital.  

 

1.3  Background of the study  

The banking industry of Bangladesh is shifting fast to digital services. This change occurred 

due to three primary factors which included the governmental programs of Digital 

Bangladesh, the help of Bangladesh Bank which is the central bank and the desire of 

customers to have more advanced banking services. The COVID-19 pandemic makes the 

situation even faster, as individuals could not visit banks physically, and had to use digital 

services instead. 
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As one of the oldest private banks in Bangladesh, Uttara Bank PLC was established in 1965 

and currently has more than 250 branches throughout the country, which is why it has a 

rather difficult task to keep its traditional banking systems and at the same time modernize. 

The bank has a wide range of customers who include the older generation who enjoy going to 

the branches and young professionals who enjoy digital applications which are easy to use. 

The Uttara eWallet mobile app, Internet Banking to transfer money like RTGS, BEFTN, 

EFT, ATMs across the country, debit and credit cards, and links to mobile payment services 

such as bKash and Nagad are some of the digital services offered by Uttara Bank.  

But the question to focus on is, who actually is using these services and are they satisfied 

with it? Are these electronic tools used for the efficient running of the bank? 

A good site to conduct this research would be the Satmasjid Road Branch, Dhanmondi. It is 

located in a business and residential neighborhood, and has a wide range of customers like 

regular people, small business enterprises, corporate, students and retired elderly people. 

Such diversity allows examining the way digital banking is being adopted by various age 

groups, occupations, and tech knowledge levels.  

 

1.4  Problem statement  

Research Question: What is the impact of digital banking on the efficiency of operations, 

customer satisfaction and service quality at Uttara Bank PLC? 

Problem Statement: Uttara Bank has already invested heavily in its digital banking base and 

actively provided digital services to its customers, yet there are gaps between the value it 

promises and the actual experiences of its consumers. Customers face usability problems, 

technical malfunctions and insufficient support from staffs. Staffs realize the potential of 

digital banking these days, but have difficulties with lack of training, old systems, and lack of 

coordination that restrict their effectiveness in serving the customers. 

This causes a number of issues. Dissatisfaction of the customers can lead them to other rival 

banks that have better digital products. If digital services don't work as planned, the bank's 

big technology investments won't give good returns. The bank needs to understand exactly 
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what's working and what's not working. Without this knowledge, the bank won't know where 

to focus its improvement efforts. 

 

CHAPTER 2: METHODOLOGY 

2.1  Type of research  

The research method used in this study is descriptive and analytical in nature, as it provides a 

systematic recording of the existing state of affairs, such as, who has been using digital 

banking and the frequency of use, what issues have been encountered, and to what extent 

they have been satisfied, and how the variables are related to each other. Like, the 

relationship between age and digital adoption, or dimensions of service quality and overall 

satisfaction. 

 

2.2  Research design  

The research design applied in this study, is a mixed methods of research design which is a 

combination of both quantitative and qualitative research designs. The quantitative part 

involved in the structure of customer surveys that gathered numerical information about 

demographics, usage habits and satisfaction scores. The qualitative element used semi 

structured interviews with the staff that collected in depth views on the changes in operations, 

training experiences, and suggestions on improvement. This method gives a good amount 

data on the statistical trends and depth based on the contextual knowledge.  

 

2.3  Methods for sampling, data collection, and analysis   

Sampling Methods 

- Customer Survey: The sample of the survey was chosen by convenience as 40 

customers who visited the Satmasjid Road Branch at the internship period. Although 

convenience sampling was used, purposive aspects were also considered by choosing 

customers with a target by approaching them as they represented different 
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demographic groups in order to represent different views among different age groups, 

gender and occupation.  

 

- Staff Interviews: In this study, a sample was used to choose 20 employees according 

to their job positions and their experience in digital banking operations with 

preference to those employees who frequently encounter digital banking procedures 

or customer requests. The sample comprised the employees of diverse time frame (3 

to 21 years) and the levels of digital banking involvement (3 to 10 years).  

Data Collection Methods 

- Customer Survey: A questionnaire was used, which included demographics (age, 

gender, and occupation), awareness and usage (awareness levels, services used, usage 

frequency), satisfaction measures (5 point scale ratings), benefits, and challenges 

(Multiple choice and open ended questions), trust and security ratings, and 

improvement suggestions. A survey in English was done at the preference of the 

respondent which took 5 to 7 minutes. It was a voluntary participation that was 

confidential. 

 

- Staff Interviews: The semi structured interviews that last 15 20 minutes discussed the 

professional background, knowledge of digital services, understanding of how digital 

banking affects operations, likelihood of recommending the bank to customers, 

obstacles encountered and suggestions to improve. The interviews were held at the off 

peak times and the notes were taken to be analyzed. 

 

- Secondary Data: This data is gathered through annual reports of Uttara Bank, 

Bangladesh Bank circulars, industry reports on digital banking trends, academic 

research papers, and news articles on digital initiatives. 

Data Analysis Methods 

- Quantitative Analysis: Descriptive statistics in excel were used to analyze the 

customer survey data through frequency distributions, measures of central tendency, 

cross tabulations to establish a relationship between variables and visual 

representation using charts and graphs. 
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- Qualitative Analysis: The staff interview data were analyzed in a few simple steps. 

First, the answers were read carefully to get familiar with what people said. Then 

common ideas were found and grouped into bigger themes. Finally, these themes 

were interpreted to understand what they reveal about staff experiences. 

 

- Integration: Results of the two analyses were combined in the interpretation process, 

seeking convergence points where there were similarities in the views, divergence 

where the views differed and complementation where the results of one data source 

generated patterns in the other. 

Ethical Considerations 

All participants were told about the intentions of research and that the information would be 

utilized only on academic purposes. It was not compulsory and there were no incentives to 

participate. The confidentiality was ensured by not capturing the personally identifiable 

information beyond the basic demographics. Information was kept in a safe place and could 

be accessed by the researcher only. The study was done through the full cooperation of the 

Uttara Bank PLC management and agreed on by the faculty supervisor. 

 

CHAPTER 3: FINDINGS AND DISCUSSION 

3.1  Customer Digital Banking Adoption and Customer Demographics 

A total of 40 responses were obtained in the survey, 27.5% of (18-30 years), 22.5% (31-45 

years), 32.5% (46-60 years), and 17.5% (above 60 years). The ratio of gender was 56.4/43.6 

males and females respectively. There was a diversity in occupations 22.5% were employees 

in the private sector, 25% students, 15% self employed/business owners, 22.5% retired, 7.5% 

government employees and 7.5% others. 

The adoption rates were also very 

high: 85% responded that they 

used at least one digital service 

with only 15% responding that 

they did not use any. There were 
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however gaps in the awareness levels with the highest percentage age of 12.5 being fully 

aware of the entire digital service portfolio, 77.5 % somewhat aware, and 10 % not aware. 

This disparity between high usage and moderate awareness indicates that the customers are 

using simple services, but they do not know that they have the full spectrum of options. 

Service Usage Patterns 

The most popular were Debit and 

Credit Cards (70%), Internet Banking 

(20%), Uttara eWallet app (25%), 

Online Account Applications (17.5%), 

and specialized services such as SMS 

Banking and Foreign Exchange were 

less popular.  

The frequency of use was mixed 32.5% used on a daily basis, 45% used on a weekly basis, 

20% used on a monthly basis, and 10% never used (though had accounts). The frequent 

transactions were mostly done by the daily users who were mostly self employed and 

business owners. 

Customer Satisfaction 

The overall satisfaction was 3.78 out of 5 with 5.3 % of the respondents being highly satisfied 

gave rating 5, 73.7 % satisfied gave rating 4, 18.4 % neutral gave rating 3 and 2.6 % 

dissatisfied gave rating 1. Certain service ratings were ATM services 4.0 and Debit/Credit 

Cards 3.5. 

Perceived benefits: 

 Convenience (anytime access): 55.3% 

 Easy transaction tracking: 63.2% 

 Time savings: 42.1% 

 Better security than cash: 31.6% 

 Cost savings (no visiting the branch): 21.1% 
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Challenges and Problems 

Although there is positive satisfaction, customers noted that great challenges were 

encountered 

 Bad customer service: 53.8% most 

common complaint, hard to contact 

support, slow response time, no 

troubleshooting instructions. 

 Troubled navigation/user interface: 

46.2% overall age demographics 

baffling menus, obscure terms, more 

than necessary steps to perform standard transactions. 

 Absence of features: 30.8% the competing banks provided the functionality that was 

not available in the services of Uttara Bank. 

 Crashing of apps or lagging to load: 11.5% technical stability problems undermining 

confidence in reliability. 

 

Trust, Security Perceptions. 

Digital service trust was 4.0/5 with 15.8 % of the respondents rating trust as 5 (very high), 

65.8 % as 4 (high), 15.8 % as 3 (neutral) and 2.6 % as 1 (very low). The trust levels were 

higher than the satisfaction levels which implies that technical security is not the main 

obstacle but the quality of user experience and customer service is more important. 

 

3.2  Staff Perspectives on Operational Impact 

Twenty employees were 75 % of General Banking and 35 % Foreign Exchange with the 

positions of 40 % Principle Officers, 45 % Senior Officers, 5 % Assistant Officers and 5 % 

Assistant General Manager. The years of employment at Uttara Bank were between 3 and 21 

(mean: 10.3) and the years of engagement in digital banking were between 3 and 10 years 

(mean: 6.5).  
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The level of familiarity with digital services was 4.35 out of 5. Handling frequency of digital 

processes 85% dealt with digital banking on a daily basis, 15% on a weekly basis. 

Impact on Operational Efficiency: Staff rated the survey with operational impact 

statements in a 5 point scale: 

 Transaction processing time reduction: the mean is 4.25, which represents that 

digital banking reduced processing time by at least 20% 

 Staff productivity increase: the mean is 4.0 which shows that digital banking 

increased capacity to handle more customers per hour 

 Error minimization: the mean is 4.1 which represents that digital banking minimized 

transaction and record keeping errors 

 Inter departmental coordination: over here mean is 3.8 (lowest), shows digital 

banking's impact on coordination with IT/Compliance less clearly positive 

 

Customers Recommendation: It shows that 3.9 out of 5 rating for recommending the bank, 

based on staff interactions, showing mostly good things about the bank, but there are still 

some things that could be better.  

Barriers Staff Face 

 Limited training on troubleshooting: 90% mentioned about basic orientation 

provided but lacked deep technical training for independent problem diagnosis. 

 Customer digital literacy gaps: 75% said that good amount of time spent on basic 

digital literacy education 

 Outdated technology/infrastructure: 60% told about the slow system performance, 

connectivity issues, and poor infrastructure 

 Communication gaps between departments: 55% mentioned particularly IT delays, 

unclear resolutions 
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3.3  Integrated Analysis 

A combination of customers and staffs thoughts are: 

- Similarity in perception of advantages: The two groups are similar in their 

perception of digital banking benefits, which are, convenience, saving of time and 

improvement of efficiency, which supports the digital transformation strategy. 

- Intersection on issues: The two issues share common issues, which include the 

quality of support, technological limitations, and usability issues. This overlap makes 

the arguments supporting the importance of these areas stronger. 

- Root cause clarity: Employee feedback clarifies customer frustrations. Poor support 

indicates lack of troubleshooting training and IT communication interruptions in the 

staff. The problem of navigation can be explained by the fact that the old technology 

platforms are not updated. 

- The training support nexus: Staff members will be unable to offer effective support 

without substantial knowledge of troubleshooting and clear channels of 

communication about IT. To enhance customer experience, the staff capabilities have 

to be enhanced. 

- The digital literacy challenge: Customer reports of digital literacy deficiencies put 

moderate awareness rates into perspective. The number of customers who consume 

simple services and do not research higher level features is very large because of the 

lack of baseline digital skills. 

- Base of trust: High trust with moderate satisfaction gives optimistic basing. The 

customers have confidence in the security of Uttara Bank, they are angry about 

usability and service fixing execution instead of restoring trust. 

 

CHAPTER 4: RECOMMENDATIONS 

1. Improve the User Interface and Platform Usability. 

- Implementation: UX audit of online platforms. UX means user experience, it is to 

perform user testing with different groups, adopting mobile design, reduce menu 
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design with simple language, offer contextual assistance in applications, and create a 

perpetual feedback system. 

- Reasons: 37.5% had navigation challenges across all demographics. Employees say 

the confusing system screens discourage them and create a heavy workload because 

they have to give a lot of extra support.  

2. Enhance Customer Service Systems. 

- Implementation: Establish specific digital banking helpdesk, with technical trained 

specialists, tiered support system, like 

            Level 1: branch staff;  

            Level 2: specialized helpdesk/IT hotline 

This looks like a well established services regarding response time, elaborate knowledge 

base, multiple channels of support, and feedback after support. 

- Reasons: The most common complaint of 45% was poor support and 90% of staff 

cited that there were gaps in training as the barriers. 

 

3. Invest in Intensive Training Programs of the staff. 

- Implementation: Develop multilevel training program (basic, intermediate and 

advanced), hands on training on troubleshooting situations, training on the concepts of 

underlying technology, carry out regular refresher training to update training, develop 

train the trainer training programs and develop certification to recognize advanced 

skills. 

- Reason: 90% of the employees cited insufficient training in troubleshooting as the 

main obstacle to quality customer support. 

4. Modernize Technological Infrastructure.  

- Implementation: Conduct extensive technology audit, shift to cloud based 

infrastructure, modernize branch computers and network connectivity, introduce 

effective testing procedures, for efficiency. 

- Reason: 60 % of employees reported outdated technology as an obstacle, and 12.5 % 

of clients were able to crash or have a slow load. 

5. Introduce Customer Digital Literacy Program. 
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- Implementation: Design customer specific educational materials, offer education in a 

variety of formats like video tutorials, printed instructions, SMS tips, one on one 

coaching. This collaborate will encourage customers to attend and participate and 

evaluate the success of the assessment.  

- Reason: 75 % of employees reported customer digital gaps as a barrier, and mere 

12.5 % of clients were well informed of the existing services. 

6. Enhance Interdepartmental Coordination.  

- Implementation: Have shared system with transparency on issues status, have 

regular coordination meetings between branches and ICT team, develop clear paths of 

escalation with set response time, have IT helps to zonal branches and promote 

change that treats the branch staff as internal customers. 

- Reasons: 55% of employees indicated communication barriers with IT as a reason 

why issues facing customers could not be addressed in time. 

7. Implementation Priorities 

Phase 1 (3 months): Customer support infrastructure and staff training programs, need 

mostly organizational input, solve most common complaints. 

Phase 2 (6-12 months): Customer digital literacy projects and redesign of the user interface 

needs planning and development time. 

Phase 3 (12-24 months): Technology infrastructure, modernization needs huge investment 

and extended periods but places to ensure long term competitive advantage. 

 

CHAPTER 5: CONCLUSION 

This study has analyzed the digital banking transformation at Uttara Bank PLC in terms of 

the customer experience and the operational efficiency in two perspectives. The results 

indicate a complicated situation: there are high adoption rates and well known advantages, 

but also there are high implementation gaps. 

On the positive side, 90% customer adoption indicates effective promotion of the use of 

digital services. The level of trust (4.0 out of 5) is high, which means that it is trusted to be 

secure and reliable. Employees verify that it has operational advantages such as less 
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transaction processing time, enhanced productivity and lessened errors. These successes 

justify the strategy and give a basis to further development. 

These gains are however threatened by persistent challenges. The quality of customer 

support, navigation challenges, and limitations of technological infrastructure make the 

interaction frustrating to the customers and technology infrastructure to the staff. The lack of 

connection between 90% usage and 12.5% full awareness will indicate that many customers 

are not getting full digital banking value. Employees are hindered by obstacles such as lack of 

sufficient training and advanced technology that can enable them to achieve desired quality 

of support. 

The study shows that successful digital banking involves more than the use of technology 

platforms and adoption promotion. It requires a comprehensive solution in the areas of user 

interface design, customer training, staff ability building, support infrastructure, and 

maintenance of technology. Digital transformation is improvement that is on going based on 

the changing customer expectations and the technological opportunities. In the case of Uttara 

Bank, the road to go would be to focus on the areas of improvement where customer and staff 

opinions would intersect, such as support quality, usability, and technological reliability. By 

solving these core problems, the bank is able to change the current digital banking into both 

the frustration source and the true competitive advantage in the continuously saturated 

banking market in Bangladesh. 

In the case of the banking industry in Bangladesh, in general, this study illuminates the 

conventional bank problems in the digital transformation. The outdated infrastructure, 

different customer groups with different levels of digital literacy, and cultures of 

organizations that develop on the basis of branch banking will have to change at the same 

time. Technology investment is not only necessary but also cultural change, skill 

development, and customer centric design thinking are also required to be successful. 

The COVID 19 pandemic has promoted the use of digital due to the necessity, and it has 

opened up previously unseen opportunity to allow banks to serve customers in new ways and 

operate more effectively. Recent experience of Uttara Bank and other organizations provides 

them with a challenge to integrate the digital gains made during the pandemic time and 

introduce a systematic improvement of service delivery to the level that would maintain the 

use and create customer loyalty. 
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This research offers practical roadmap to the improvement of the effectiveness of digital 

banking with the specific interventions to the identified areas of pain. Through systematic 

implementation of suggested enhancements, Uttara Bank can fulfill the potential of digital 

transformation, namely, providing customers with improved customer experiences and 

operational efficiencies that will enhance competitive presence in the dynamic Bangladesh 

financial services environment. 
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Survey Questions:  

a. Customer survey: https://forms.gle/h4ywBz7aR4WtgpvT7  

- What is your age group? 

- What is your gender? 

- What is your current occupation?  

- Do you use Uttara Bank PLC's digital banking services? 

- Are you aware of Uttara Bank's digital banking services (such as, Uttara eWallet 

app, Internet Banking, ATM, Debit/Credit Cards)? 

- Which of the following Uttara Bank digital services have you used in the past 6 

months?  

- How often do you use Uttara Bank's digital services? 

- Overall satisfaction with Uttara Bank's digital services?  

- What are the main benefits you experience from using digital banking?  

- What problems, if any, have you encountered with digital services? 

- How much do you trust Uttara Bank's digital services for secure transactions? 

- What improvements would you suggest for Uttara Bank's digital banking 

services? 

b. Officers' survey: https://forms.gle/vcdrQ5oznDPXMGAf6  

- Which department do you primarily work in? 

- Which role you are currently working in?  

- How many years have you worked at Uttara Bank ? 

- How many years are you involved in digital banking support?  

- How familiar are you with Uttara Bank's key digital services?  

- How often do you handle digital banking processes?  

- Which facility do you handle with clients?  

- To what extent do you agree that digital banking has reduced overall transaction 

processing time by at least 20%? 

- To what extent do you agree that digital banking has  increased staff productivity 

(e.g., handling more customers per hour)? 

- To what extent do you agree that digital banking has  minimized errors in transactions 

or record-keeping?  

- To what extent do you agree that digital banking has easy inter-departmental 

coordination (e.g., with IT/Compliance)? 

- Based on interactions, rate how likely customers recommend digital services? 

- What barriers do you face in addressing customer digital issues? 
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