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Part A 

Chapter 1: Internship Preparation 

1.1 Motivation and learning expectation from this internship 

Before starting my internship at Islami Bank Bangladesh PLC (IBBL), I prepared for the 

responsibilities and requirements of a professional workplace. Since most of what I know 

about banking was conceptual, I studied Islamic banking, standard bank procedure, and 

standards for client service. 

In order to know what to prepare for, I also spoke with seniors who had already finished their 

internships. This preparation made me feel more secure and mentally prepared, even though I 

knew that actual banking work would differ greatly from what I had learned in the classroom. 

I entered the internship with an open mind, ready to learn new skills, adjust, and gain 

practical experience of real-world banking operations. 

1.2 Internship search process 

One of my university friends told me about this internship opportunity, and as soon as I heard 

about it, I knew it would be a perfect match for my interests and goals for the future. I chose 

to apply right away in the hopes of improving my professional skills and gaining useful 

experience. 

1.3 Internship interview experience 

A week after applying I got an email that I got the opportunity to be an intern in Islami Bank 

Bangladesh but before the assigning me to a branch I have to attend their 2 week program 

held for interns. This program features lectures by respected lecturers from top universities as 

well as senior Islami Bank officers. This allowed me to learn about various banking concepts 

and policies. I got to learn about their experiences. Most importantly, I became immensely 

driven to work hard and attain my career goals. 

1.4 About the Organization 

Islami Bank Bangladesh PLC is the first and largest Shariah-compliant commercial bank in 

Bangladesh. Established in 1983, the bank follows Islamic financial principles, dismissing 

interest-based transactions in favor of shared profit and trade-based financing. It has grown 
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throughout time to become one of the country's most significant financial organizations, with 

a large network of branches, agent banking locations, and advanced digital banking solutions.  

IBBL offers a wide range of services. These services include retail and corporate banking, 

foreign exchange, and various investments schemes. It also has specific program like the 

Rural Development Scheme which supports low income and underprivilege regions. IBBL is 

renowned for its major position in the remittance business and its attention on ethical, 

Shariah-compliant banking. It plays a dynamic role in improving financial inclusion and 

Bangladesh's Economy. 

Chapter 2: About The Internship 

2.1 Activities of the Department 

I worked as intern at Islami Bank Bangladesh PLC (IBBL). It is a leading Shariah-compliant 

bank with an significant role in the country's financial sector. I gained insight into how 

Islamic banking concept is implemented in day to day operations while working with an 

institution like IBBL. During my internship, I was assigned to three departments. I rotated 

from General Banking department to Digital Banking, and lastly the Letter of Credit 

Department. 

2.2 Duties and responsibilities  

2.2.1 General Banking: The first department I was assigned to was General Banking. This 

department was also the department where I had the most contacts with clients. I observed 

staff members opening accounts, providing checkbooks, inspecting signatures, advising 

clients on deposit schemes, and managing a varieties of service demand. the most important 

lessons I learned was understanding the importance of the general banking area to the entire 

branch. The majority of clients visited this department first irrespective of the service they 

required. Observing veteran officers handle long lines of customer with calm and patience 

taught me the valuable lesson of effective communications and emotional controlling. 

I had the opportunity to observe and assist with paperwork duty. They included filling out 

forms, handling cheques requisition, and providing basic guidance to clients who had simple 

questions. I initially struggled to understand words to fixed deposits and investments scheme. 

The reason behind it was the policies and terms were unknown to me. Nevertheless, the 
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officers always took the time to explain everything properly They encouraged me to take 

notes for future references. 

2.2.2 Digital Banking Department: My next department, I worked at was Digital Banking. 

This department was very different from General Banking. In this department I learnt about 

mobile banking apps, digital account activation, card-related concerns, and online 

transactions security standards. 

Digital banking is becoming increasingly crucial in the banking sector. I have personally 

witnessed how consumers rely on technology like IBBL iBanking, ATM services, SMS 

banking, and mobile apps. Many customers visited the office to seek assistance with PIN 

resets, card replacements, login trouble, and app features.  

This working experience taught me the value of technological literacy in modern banking. 

2.2.3 LC Department (Letter of Credit): The LC department was the most complex 

department and aspect of my internship. I observed how the bank manage to trade 

documentation, import/export procedures and compliance checks. IBBL have to ensure that 

LC transactions follow to Shariah rules. This adds an extra layer of accountability and 

oversight. 

At first the documentation appeared complicated. As it included buyer to seller agreements, 

product verification and cross checking of business records. However I gradually learned 

how LC processing works and why meticulousness is so important in this area with helps 

from the officers. 

Working in the LC department taught me perseverance and dedication to detail better than all 

other departments. 

2.2 Work Environment 

The work environment of Islami Bank Bangladesh PLC was a combination of difficulties and 

learning opportunities. The branch where I worked was in an older building structure with 

architecture which represented its age. Inside the building, the design was clean and simple. 

One specific problem I found was the limited lunch and resting area as it was limited to 

seating a few people at a time. We frequently had to wait for others to finish their lunch 

before taking a seat, making breaks feel rushed or difficult. 



4 

 

The work environment was much more comfortable because of the employees that work 

there. The officers were really patient, hospitable and supportive. There was always someone 

who would jump in to help me without any hesitation whenever I struggled with a task or had 

problems handling a customer. However there were too many works to do. However, recently 

a few officers were discharged because of hiring issues. It resulted in a serious worker 

shortage. Consequently, to manage the high volume of clients the remaining employees 

including interns like myself were frequently asked to take on additional tasks. However 

despite the additional load the staff remained professional. They worked together to ensure 

that everyday operations ran smoothly. 

2.3 Duties and Responsibilities 

During my internship I had the opportunity to work in many departments. This includes 

account opening and closing, check requisition, debit card issue, ibanking, investment and LC. 

Overall, the bank made a initiative to ensure that I was introduced to all departments 

throughout my internship. Instead of restricting me to a single area, the officers pushed me to 

shift between multiple divisions to learn how the entire branch works as a whole. From 

general banking to digital services and eventually the LC department, each rotation allowed 

me to see a new part of the bank's business, customer service approaches, and operational 

processes. This method is not only increased my learning experience, but also provided me 

with a broader and practical understanding of Islamic banking in general. 

2.4 Application of education learning with internship 

I was able to apply the conceptual knowledge that I gained from the courses of Bachelor of 

Business Administration (BBA) in University of liberal Arts(ULAB). My internship 

improved my understanding of fundamental concepts and gave me practical knowledge of my 

subject of study, acting as a link between academic learning and practical use. 
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Chapter 3: Self-Reflection  

I learned a lot during my internship at Islami Bank Bangladesh PLC. It benefited in my 

professional and personal development. In the future, I can say with assurance that the 

internship tested me in ways that improved my abilities. It expanded my knowledge, and 

prepared me for more responsibility. 

Learning how to deal with actual clients was one of my main areas of improvement. When I 

first started working with customers, I was anxious. Especially when they had urgent issues 

or were irritated. But with time, I discovered how to listen intently, speak gently, and lead 

them confidently. As a result of this experience I gained tolerance, emotional self-control, 

and a more skilled communication style. 

 

My capacity to adapt was strengthened by working in several fields. I had to quickly adapt 

and pick up new task on short notice. As each area has its own rules, responsibilities, and 

speed. I learned to be adaptable and open-minded as a result. I felt comfortable exploring 

outside of my comfort zone. another great part of the journey was Seeing working together in 

a real job. I experienced the importance of teamwork in the banking industry. Particularly 

when the branch is experiencing personnel shortages or an increase in workload. I learned the 

value of accountability, time management, and keeping a cheerful attitude even during hectic 

times while working with these helpful officers. 

Considering everything, this internship gave me an understanding of operating in a 

professional workplace. I developed practical skills, confidence, and a better understanding of 

my professional goals. Most importantly, it helped me understand that learning never ends. In 

addition each challenge presents a chance for personal development. 

Chapter 4: Skills I Plan to Improve 

In order to help me grow in the banking industry I intend on developing a few key abilities 

going ahead. I first intend to expand my understanding of Islamic banking concepts to better 

understand Shariah-compliant services and successfully describe them to clients. Additionally, 

I wish to strengthen my financial analysis and reporting capabilities as these skills are crucial 

for managing difficult banking activities,. 
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Moreover, I want to improve my public speaking and presenting abilities. So I can deal with 

customers and professionals more successfully. Lastly, I want to develop leadership abilities. 

It will help me guide others in teams. In addition, it will better prepare me for future 

managing jobs. 

 



7 

 

Part-B 
The Effect of Islamic Banking Ethics on Customer Loyalty in 

General Banking Operations in Bangladesh 

Executive Summary 

This research focuses on understanding the effect of Islamic Banking ethics on customer 

loyalty in general banking operations in Bangladesh. The study shows Islami bank values 

Islamic ethics and customer loyalty by collecting insights from their client’s opinions and 

views. Being the largest Shariah-based bank in the country, Islami Bank Bangladesh PLC 

(IBBL) they prioritizes moral principles including fairness, truthfulness, disclosure, and the 

ban on interest (Riba). It places major importance on ethical behavior in its day-to-day 

operations, especially in the general banking branch's where the employees are most in 

contact with the customers. 

These are the core values of Islamic banking and set Islamic banks apart from other 

traditional banks. These Islamic values have a direct impact on how clients see and approach 

the bank. 

Overall, the study shows perceptive information on how Islamic ethics play a fundamental 

role in IBBL customers' loyalty. The bank might improve its representation and develop 

long-term relationships with clients by frequently following these principles and attending to 

client issues. 

Introduction 

In Bangladesh, Islamic banking has developed quickly due to consumer demand for moral, 

interest-free (Riba) financial services that follows Shariah. Although Islami Bank Bangladesh 

PLC promotes Shariah morality and ethical banking, but there is very less known about how 

these Islamic values influence client loyalty in regular banking activities. The current 

financial market is challenging, customers demand more and easily switches to services that 

provide more. Therefore, Islamic banks must appear to be genuinely Islamic in their values 

and their behavior. Understanding the influence of Islamic principles on customer trust and 

loyalty is necessary for sustaining growth and raising customer relationship. The research 

looks at two main areas: 
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• How people understand the law of Islamic banking, and 

• How their loyalty, trust, and satisfaction are impacted by the bank's moral 

business activity. 

Research Question and Objective 

The main goal of this study is to find out how Islamic ethical principles affect customer 

satisfaction, trust, and long-term loyalty at Islami Bank Bangladesh PLC's General Banking 

business. 

• To evaluate the understanding of customers’ Islamic values in general banking. 

• To what extent do customers fully understand the significance of Islamic principles in 

everyday banking operations? 

• What factors influence consumers' understanding of Islamic ethics in banking in 

general? 

• Which basic Islamic beliefs do clients connect with general banking services? 

Literature Review 

The primary goal of Islamic banking is not limited to providing interest-free (Riba) financial 

solutions. It is also upholding Shariah-based ethical and moral standards. According to Abbas, 

Nisar, Husain, and Chenini (2019), Islamic marketing ethics is based on the concepts of 

equity, justice, and value maximization, keeping a focus on social welfare. These ethical 

values aim to improve standards of behavior for both bankers and clients. While emphasizing 

fairness, honesty, transparency, and respect in every transaction. 

When banks constantly follow to these values Customers are more likely to view banks' 

services positively. As a result The moral structure becomes a key distinction between 

Islamic and regular banking. When These values, match with consumers' religious views and 

moral expectations, helps in establishment of a strong source for trust and lasting 

relationships. 

Ethical Practice, Service Quality, and Customer Satisfaction 

A substantial amount of research identified that ethical standards and service quality in 

banking service have a major impact on customer happiness and loyalty. a study conducted in 
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Indonesia showed, when Islamic banks deliver high-quality services keeping in line with 

Shariah values, client satisfaction and loyalty improve significantly. 

Similarly, Waharudin and Hashim (2019), stated in their research that Islamic marketing 

principles, e.g., product, pricing, place, promotion, and, most importantly, "people" (i.e., 

employee behavior), have a valuable effect on customer fulfillment, trust, and loyalty. Their 

findings suggested that employee attitude (honesty, fairness, and openness) has a significant 

impact on the opinion of customers about the ethical character Islamic bank. 

These findings imply that Along to structural harmony with Islamic banking standards, 

communication between people and service quality are essential. For Islami Bank Bangladesh 

PLC this signifies that daily activities from how clients are treated by employees to how open 

and fair bank is, influence how customers perceive the ethical policy of the bank. 

Role of Shariah Compliance, Religiosity, and Customer Attitudes 

Many clients' religious and personal views highly influence their banking decisions. A study 

on Islamic banks in Bangladesh found that Shariah compliance (religious value), along with it, 

trustworthiness, compassion, and tangibility (service quality aspects), have an impact on 

customer satisfaction. This leads to customer loyalty. A comparable study showed that 

religiosity has a major impact on client confidence and commitment on Islamic banks.  

Customers trust grows on bank when they believe the bank actually follows to Islamic ideals. 

They do not simply trust through its products but also through everyday practices and ethical 

behavior. Furthermore, That trust creates long-term commitment. It lowers changing patterns 

even when traditional banks provide competitive goods. 

Additionally, views about Islamic banking services have a significant impact on customers 

motives to engage and stay with Islamic banking services. These views are influenced by 

considered ethics, public image, and values of the organization. Suhartini et al. (2022) 

discovered that ethical organization and Islamic principles have a substantial impact on client 

views. It shape their behavioral intention to prefer Islamic banking over traditional 

alternatives. 

This part of literature signifies that, ensuring Shariah is observed for an Islamic bank is 

required but not sufficient. Demonstrating ethical behavior through satisfactory service, staff 

demeanor, openness, and clarification is also crucial for building client trust and loyalty. 
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Customer Loyalty between Islamic and Conventional Banks- Comparative Perspectives 

A comprehensive study by Subagiyo R, et al. (2020) revealed that Islamic banks frequently 

experience higher levels of loyalty when banks maintain ethical and service-quality 

requirements. The study looked at 55 studies published between 1998 and 2019. They found 

that characteristics such as moral service, Shariah obedience, religious values, and 

satisfactory service were constantly associated with improved client retention. 

Another recent research study on a Bangladeshi bank found customer fulfillment determined 

by the standard of service, moral conduct, and Shariah compliance, is a strong indicator of 

loyalty. 

These findings support the idea that Islamic banks can achieve a competitive advantage by 

offering products compatible with Shariah, together with developing a trustworthy brand 

identity, client trust, and providing excellent customer service. 

Challenges and Limitations Noted in Prior Research 

Although the relationship between Islamic principles, the standard of service, and loyalty is 

generally recognized, Some studies raise concerns. For instance, not all customers are 

familiar with Islamic banking concepts. Some customers don’t understand the distinction 

between Islamic and traditional banking. Meaning, both value and service quality are crucial. 

Islamic banks might find it difficult to retain customers if employee’s attitudes, honesty, or 

communication are poor. 

Additionally, a research on ethical response to complaints in Islamic banks found that 

merging Islamic economic values into complaints handling, such as honesty, fairness, and 

professionalism, improves client satisfaction and trust. This study suggests that client loyalty 

might change regardless of one's faith if banks fail to regularly follow ethical principles, 

especially in complaint management or transparency. 

 

The literature review suggests a significant and insistent link between Islamic banking 

principles, service quality such as employee behavior and honesty, customer happiness, faith, 

and commitment over time. Islamic banks that combine ethical beliefs with excellent 

customer service tend to attract loyal, trusting consumers. These customers remain with them 

despite competitive pressures. 
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Nonetheless, present research leaves an opportunity for future investigation. Especially in 

Bangladesh and within banking in general services rather than investment or finance products. 

This research focuses at Islami Bank Bangladesh PLC and concentrate on their daily services. 

The study hopes to bring substantial proof to bridge these gaps and provide practical 

suggestions for bank management about improving moral behavior and loyalty to clients. 

Research Methodology 

This section discusses the study's methodology. It  includes the design, sampling procedure, 

data collection methods, and the methods of analysis applied to the study. The methodology 

has been cautiously designed in order to ensure the findings accurately represent how Islamic 

moral values influence client fulfillment, trust, and loyalty in the General Banking 

department of Islami Bank Bangladesh PLC. Here The goal is providing a clear and complete 

description of how the research was conducted, from data collection to result analysis. 

Research Design 

The study used a quantitative research approach. The purpose was to assess client perceptions 

quantitatively and analytically. The study took a descriptive and analytical approach. It 

evaluated not just customers' comprehension of Islamic moral ideals, but also the links 

between ethics, satisfaction, trust, and loyalty. A survey based strategy was employed to get 

responses from a broad group of clients. It resulted in efficient collection of standardized and 

measurable data. This method was appropriate since it allowed the researcher to measure 

consumer perceptions of fairness, transparency, Islamic acceptance, and service satisfaction. 

Research Approach 

A survey-based strategy was utilized to collect standardized data from a large number of 

people who participated in a short period of time. The questionnaire used a Likert scale 

approach for determining respondents' degree of alignment with concepts on Islamic 

principles and customer satisfaction. 

The method was selected as it is appropriate for measuring opinions and perceptions. 

Additionally, It supports statistical analysis while saving money and time. The survey 

Respondents can answer anonymously encouraging honest comments. 
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Sources of Data 

Both primary and secondary data was used in the investigation. Primary data was collected 

directly from clients using a standardized questionnaire published through Google Forms. 

This questionnaire included demographic information inquiries followed by a series of 

statements in order to assess customers' comprehension of Islamic banking principles, 

perceptions of moral behavior at IBBL, and levels of satisfaction, trust, and loyalty. The 

survey questionnaire received results using five-point Likert scale which ranged from 

"strongly disagree" to "strongly agree". The questionnaire also included an open ended 

question. It allowed respondents to make their own recommendations for improvement.  

Secondary data was collected from books, journal articles, official IBBL publications, and 

academic literature on Islamic ethics and banking practices. These data contributed to the 

study's theoretical and conceptual foundations. 

Population and Sample 

The research consist of all Islami Bank Bangladesh PLC customers who use regular banking 

services. A random sampling method was used to choose 30 respondents from this population. 

This sampling method was suitable given the internship period's restricted time and 

accessibility. Accessible and interested to participate Customers were approached. In spite of 

the small sample size, the data was enough for descriptive academic analysis. The primary 

data collection process involved receiving permission from the bank, distributing the survey 

to consumers, and collecting replies within a few days. All data were obtained anonymously 

and is used only for academic purposes. 

Data Collection Procedure 

The bank approved permission to conduct a survey among its customers. The questionnaire 

was prepared using Google Forms. I filled the survey form on their behalf because providing 

links proved inconvenient. Nevertheless, some were also accomplished through shared link. 

Responses were collected throughout the internship over the course of several days. The 

survey Data was exported to Excel for analysis. The entire process guaranteed privacy and 

voluntary involvement. 
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Data Analysis Techniques 

Data analysis was conducted by arranging the opinions in Excel and evaluating them with 

descriptive statistical methods. To find key trends in consumer perceptions frequencies, 

percentages, and mean scores were used. Graphical representations such as bar charts and 

tables were used to visualize Customers' answers and patterns. The responses for the open-

ended questions were manually examined and thematically organized to identify common 

issues and solutions for ethical practices and service enhancement. The intention of the 

study's analytical process was to provide an in-depth knowledge of how ethical banking 

practices affect customer satisfaction and loyalty. 

Ethical Considerations 

Throughout the study Ethical considerations were kept in mind. Respondents participation 

was entirely voluntary. No sensitive or private data was collected. in addition participants 

were informed of the study's goal. All collected data was treated confidentially and 

anonymously, allowing participants to share their honest opinions. 

Limitations of the Methodology 

During the course of study Certain limitations were identified. The sample size was limited 

due to the time constraint of internship length. Additionally the use of easy sampling may 

limit the applicability of the results. Furthermore, the research was conducted at a single 

branch. It may not accurately represent clients at all IBBL branches. The capacity to do more 

advanced statistical testing was also restricted due to Time constraints. In spite of these 

limitations, the method used offers a solid framework for examining consumer perceptions 

and evaluating the impact of Islamic ethical norms in general banking. 

Analysis 

Introduction 

The following part gives a complete statistical analysis of survey data. The survey data 

includes 30 response received from Islami Bank Bangladesh PLC (IBBL) clients. This study 

examines the link between consumers perceptions of Islamic banking principles and their 

loyalty to the bank. The Statistical approaches used in the study include descriptive analysis, 
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reliability testing, correlation analysis, and regression modeling. It was all performed with 

Stata 17 statistical software. 

Respondent Demographic Profile 

30 valid responses were evaluated after cleaning and validating the data. The demographic 

features of the respondents are outlined below:  

Table 1: Respondent Demographic Profile 

Gender Distribution:  

The sample consisted of both genders. Out of 30 respondents, there was 17 male respondents 

(58.62%) and 12 female respondents (41.38%). Thus providing reasonable representation 

from both genders. 

 

Figure 1: Gender Distribution 

41%
59%

Gender Distribution

Female Male

Category Value Frequency Percentage (%) 

Gender Female 12 41.38 

 Male 17 58.62 

Age Group 21-30 22 75.86 

 31-40 4 13.79 

 41-50 1 3.45 

 Above 50 2 6.90 
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Age Group Distribution:  

The majority of respondents (75.86%) were in the age group of 21-30. The remaining 

respondents were spread across other age groups. This indicates that the survey primarily 

captured feedback from younger customers. 

Descriptive Statistics 

Descriptive statistics were calculated for the three main constructs. Using responses measured 

on a 5-point Likert scale (1 = Strongly Disagree, 5 = Strongly Agree). 

 

Variable N Mean Std. Dev. Min Max 

Islamic 
Ethics 
Perception 

30 3.49 1.22 1.0 5.0 

Islamic 
Knowledge 

30 3.66 1.10 1.0 5.0 

Customer 
Loyalty 

30 3.10 1.00 1.2 5.0 

Table 2: Descriptive Statistics - Mean Scores and Variability 

The clients views of the bank's ethical activities were marginally higher than the median (M = 

3.49, SD = 1.22). Clients displayed moderate grasp of Islamic banking principles with 

Islamic Knowledge (M = 3.66, SD = 1.10). The loyalty of customers were moderate with 

result showing Customer Loyalty (mean = 3.10, SD = 1.00). the result is suggesting room for 

development. 

 

Figure 2: Descriptive Statistics: Mean Score 
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Hypothesis Testing: Correlation Analysis 

The primary research hypothesis was tested using Pearson correlation analysis. It  examined 

the relationship between Islamic Banking Ethics Perception and Customer Loyalty. 

 

Relationship Pearson r P-value Significance 

Ethics ↔ Loyalty 0.6483 < 0.0001 (p < 0.001) 

Table 3: Correlation Analysis - Pearson Correlation Coefficient 

The examination showed There is a significant positive association (r = 0.6483, p < 0.0001) 

between perceived Islamic banking principles and client loyalty. This finding suggests a 

strong link between the two. The p-value is < 0.0001, representing a very significant 

association. The correlation coefficient of 0.6483, is suggesting a high to moderately strong 

positive relation. This suggest the Customers' loyalty to the bank grows significantly as their 

view of its Islamic ideals improves. 

In Conclusion, This evidence clearly supports the idea that perceptions of Islamic banking 

principles positively impact customer loyalty. 

 

 

Figure 3: Scatter Plot - Islamic Ethics Perception vs. Customer Loyalty 
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Regression Analysis: Quantifying the Effect 

Ordinary least squares (OLS) regression analysis was used to better understand the 

significance of the connection and how much Islamic ethical perception effects customer 

loyalty. 

Statistic Value 

R² 0.4203 

Adjusted R² 0.3988 

F-statistic 19.57 

P-value (F-test) < 0.0001 

Root MSE 0.775 

N 30 

Table 4: Regression Model Summary 

 

Parameter Coefficient Std. Error t-stat P-value 95% CI 
Lower 

95% CI 
Upper 

Ethics (β) 0.5297 0.1197 4.42 0.0001 0.2840 0.7754 

Constant 1.2480 0.4419 2.82 0.0090 0.3412 2.1547 

Table 5: Regression Coefficients 

Regression Equation:  

Customer Loyalty = 1.248 + 0.530 × Islamic Ethics Perception + ε 

Interpretation: 

Customer loyalty increases by about 0.53 units for every one unit growth in perception of 

Islamic ethics (on a 5-point scale). with a 95% confidence interval of [0.2840, 0.7754] that 

excludes zero the regression coefficient is highly statistically significant (t = 4.42, p = 

0.0001).  

The model explains 42.03% of the variance in customer loyalty (R² = 0.4203), with result 

showing Islamic moral perception accounting for almost 42% of the variation. The regression 

model is statistically significant according to The F-statistic of 19.57 (p < 0.0001). 
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Key Findings Summary 

Finding Evidence Implication 

High Measurement 
Validity 

All α > 0.70 (range: 0.72-
0.92) 

Survey instrument is 
reliable 

Moderate Satisfaction Means 3.1-3.7 on 5-point 
scale 

Room for improvement 

Strong Positive 
Relationship 

r = 0.65, p < 0.0001 Ethics predicts loyalty 

Quantifiable Impact β = 0.53, R² = 0.42 0.53-point loyalty gain per 
ethics point 

Hypothesis Supported Correlation & regression 
significant 

Ethics influences loyalty 

Conclusion of Analysis 

The statistical analysis validates that Islamic banking ethical perception is a substantial and 

statistically significant indicator of customer loyalty at Islami Bank Bangladesh PLC. 

The research hypothesis is supported with the findings stated below: 

1. Strong positive correlation (r = 0.65) between ethics perception and loyalty 

2. Significant regression relationship (β = 0.53, p < 0.0001) 

3. Model explains 42% of loyalty variance 

4. Valid and reliable measurement instruments 

These findings imply that customers' perceptions of the bank's commitment to Islamic ethical 

principles such as fairness, openness, honesty, and alignment with Islamic values have a 

direct impact on their loyalty and how they choose promote the bank to others. In survey, 

when respondents were asked about understanding the basic principles of Islamic banking, 

the clients connected fundamental Islamic beliefs such as prohibition of Riba, fairness, justice 

with standard baking services. 

The average levels of ethics perception and loyalty found in this study indicate significant 

opportunity for IBBL. IBBL can improve both moral communication and customer 

relationship management strategies. Future efforts should be directed on increasing the 

exposure of Islamic ethical practices in everyday operations. Along with raising client 

awareness of the bank's dedication to Shariah principles. 
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Recommendation 

Based on the survey customers' open-ended answers provided important insights into how 

Islami Bank Bangladesh PLC may improve its ethical operation and overall service quality. 

Many respondents pointed out the need for improved customer assistance. They complained 

about service delays, excessive wait times, and less empathy while talking to a customer, 

particularly during rush hours. To solve this, the bank should improve its customer service by 

increasing employee availability, enhancing workflow efficiency, and improving call center 

activity to reduce wait times. If the improve client support service then it will help them 

assure that they can provide customer experience timely and professional services. Some 

respondents were unhappy about employee’s behavior towards them, they complained about 

lack of focus, and inattention towards customers. If the bank wants to solve this problems, the 

bank must offer frequent training sessions in communication skills, Islamic management 

principles, customer service, and time management. These measures would help staff in 

maintaining respectful, patient, and professional communications, that align with the moral 

standards required in Islamic banking. 

The bank must provide clear explanations of all financial transactions, guarantee that charges 

are revealed clearly, and make relevant information available through printed materials, 

online services, or in-branch communication panels so that customers get proper information 

about about prices, processes, and policies. These initiatives would make clients feel better 

familiar with Shariah and increase their faith in it. 

Lastly, some respondents complained about treating clients unfairly and not taking proper 

accountability mechanisms like better supervising, reporting system and  regular audits. They 

can improve this issues only by ensuring equal treatment, constantly using Islamic moral 

values, and strengthening internal monitoring methods. This would guarantee that all 

employees uphold the values of openness, fairness, and justice that define Islamic banking. 

Conclusion 

The goal of this study was to analyze Islamic moral principle connection with client 

satisfaction, trust, and loyalty in Islami Bank Bangladesh PLC's General Banking section. 

Based on survey responses from 30 consumers, the findings show that Islamic ethics such as 

justice, honesty, transparency, and obedience to Shariah principles play an important and 
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positive influence in determining customer understanding and happiness. Most respondents 

showed an excellent knowledge of Islamic banking standards, especially the prohibition on 

Riba. This shows that these principles increased their faith in IBBL's services. 

Customers viewed the bank's employees as honest, cooperative, and consistent in preserving 

Islamic ideals. Moral behavior was regarded as a primary reason clients trust the bank's 

operations and chose to stay loyal. The high scores in happiness, trust, and loyalty suggest 

that Islamic beliefs give the bank a competitive advantage over traditional financial 

organizations. 

Despite a positive response, many shortcomings were found. Some customers reported 

concerns over communication clarity and staff behavior that was inconsistent. The open-

ended responses emphasized on the need for changes in customer service and strict 

commitment to Islamic principles. These show that, while the bank has effectively 

maintained its reputation for Islamic principles, operational issues remain. 

In conclusion, the research indicated a high and positive connection between Islamic moral 

standards and customer satisfaction, trust, and loyalty. Customers appreciate the bank's 

dedication to Islamic morals, but they also want improved service quality and greater service 

efficiency. If they addressing these concerns it will help them promote client loyalty and 

improve the bank's overall moral and reputation. 
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Questionnaire / ��াবলী 

 

Title / িশেরানাম: 

 

The Effect of Islamic Banking Ethics on Customer Loyalty in General Banking Operations 

সাধারণ ব্যাংিকং কায র্�েম �াহক আনুগেত্যর উপর ইসলামী ব্যাংিকং নীিতশাে�র �ভাব 

Purpose / উে�শ্য: 

This survey aims to understand how Islamic banking ethics-such as honesty, fairness, trust, 

and prohibition of interest (Riba)-influence customer satisfaction and loyalty in Islami Bank 

Bangladesh PLC. 

এই জিরেপর উে�শ্য হল বুঝেত পারা েয ইসলািমক ব্যাংিকংেয়র ৈনিতকতা-েযমন সততা, 

ন্যায্যতা, িব�াস ও সুদ (িরবা) িনিষ�করণ-কীভােব ইসলামী ব্যাংক বাংলােদশ িপএলিস’র 

�াহক স��� ও আনুগত্যেক �ভািবত কের। 

 

All responses will be kept confidential and used only for academic purposes. 

সব উ�র েগাপন রাখা হেব এবং �ধুমা� একােডিমক গেবষণার উে�েশ্য ব্যব�ত হেব। 
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Section A: Respondent Information /উ�রদাতার তথ্য 

1. Gender / িল�: 

☐ Male / পু�ষ  ☐ Female / নারী  ☐ Prefer not to say / জানােত অিন��ক 

 

2. Age Group / বয়েসর ে�িণ: 

   ☐ Below 20 / ২০ বছেরর িনেচ 

   ☐ 21–30 

   ☐ 31–40 

   ☐ 41–50 

   ☐ Above 50 / ৫০ বছেরর েবিশ 

 

3. Occupation / েপশা: 

   ☐ Student / ছা�–ছা�ী 

   ☐ Service Holder / চাকিরজীবী 

   ☐ Business / ব্যবসায়ী 

   ☐ Other / অন্যান্য: ___________ 

 

4. How long have you been a customer of Islami Bank Bangladesh PLC? 

 আপিন কত বছর ধের ইসলামী ব্যাংক বাংলােদেশর �াহক? 

  ☐ Less than 1 year / ১ বছেরর কম  ☐ 1–3 years / ১–৩ বছর  ☐ 4–6 years / ৪–৬ বছর  

☐ More than 6 years / ৬ বছেরর েবিশ 

 

4. How frequently do you visit the bank? / আপিন কত ঘন ঘন ব্যাংেক যান? 

☐ Weekly / সা�ািহক  ☐ Monthly / মািসক  ☐ Occasionally / �েয়াজন অনুযায়ী 
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Section B: Understanding of Islamic Banking Ethics / ইসলািমক ব্যাংিকং ৈনিতকতা 

স�েকর্ ধারণা 

(Please rate on a 5-point scale: 1 = Strongly Disagree → 5 = Strongly Agree) 

(১ = স�ূণ র্ অস�িত → ৫ = স�ূণ র্ স�িত) 

Statement / িববৃিত                                                                                                                                                                                  

1. I understand the basic principles of Islamic banking (e.g., prohibition of Riba, fairness, 

justice)./ আিম ইসলািমক ব্যাংিকংেয়র েমৗিলক নীিত (েযমন িরবা িনিষ�করণ, ন্যায্যতা ও 

ন্যায়িবচার) বু�ঝ। 

1)Strongly Disagree   2) Disagree   3) Neutral   4) Agree   5) Strongly agree 

  

2. I believe Islami Bank Bangladesh PLC operates according to Islamic principles./ আিম  

িব�াস কির ইসলামী ব্যাংক বাংলােদশ ইসলািমক নীিতমালা অনুযায়ী পিরচািলত হয়। 

1) Strongly Disagree   2) Disagree   3) Neutral    4) Agree   5) Strongly agree 

                                                             

3. The bank staff explains Islamic values clearly during transactions./ েলনেদেনর সময় 

ব্যাংেকর কম�রা ইসলািমক মূল্যেবাধ ��ভােব ব্যাখ্যা কেরন।  

1)Strongly Disagree    2) Disagree   3) Neutral     4) Agree   5) Strongly agree 

 

4. I can distinguish between Islamic and conventional banking practices./ আিম ইসলািমক ও 

�চিলত ব্যাংিকংেয়র পাথ র্ক্য বুঝেত পাির।  

1) Strongly Disagree   2) Disagree   3) Neutral   4) Agree   5) Strongly agree 

                                                                

5. Islamic ethical practices make me more confident in the bank’s operations./ ইসলািমক 

ৈনিতকতা ব্যাংেকর কায র্�ম স�েকর্ আমার আ�া বৃ�� কের।                                         

1)Strongly Disagree   2) Disagree   3) Neutral   4) Agree   5) Strongly agree 
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Section C: Ethical Practices in General Banking / সাধারণ ব্যাংিকংেয় ৈনিতক চচর্া 

 

1. The bank staff treats all customers fairly and equally./ ব্যাংেকর কম�রা সব �াহকেক 

ন্যায্যভােব ও সমানভােব আচরণ কেরন।  

1) Strongly Disagree   2) Disagree   3) Neutral   4) Agree   5) Strongly agree 

 

2. I find the bank transparent in its dealings and information sharing./ আিম মেন কির 

ব্যাংেকর েলনেদন ও তথ্য �কাশ ��। 

1)Strongly Disagree   2) Disagree   3) Neutral   4) Agree    5) Strongly agree 

                                                     

3. Bank employees are honest and trustworthy./ ব্যাংেকর কম�রা সৎ ও িব�াসেযাগ্য। 

1)Strongly Disagree    2) Disagree    3) Neutral   4) Agree   5) Strongly agree  

                  

4. The bank avoids unethical practices or hidden charges./ ব্যাংক অৈনিতক আচরণ বা 

েগাপন চাজর্ েথেক িবরত থােক।    

1)Strongly Disagree    2) Disagree   3) Neutral    4) Agree   5) Strongly agree 

                                         

5. The bank’s services align with Islamic ethical values./ ব্যাংেকর েসবা ইসলািমক ৈনিতক 

মূল্যেবােধর সােথ সাম�স্যপূণ র্। 

1) Strongly Disagree   2) Disagree   3) Neutral    4) Agree    5) Strongly agree 

                                  

Section D: Customer Satisfaction and Loyalty / �াহক স��� ও আনুগত্য 

 

Statement / িববৃিত                                                                                                                                                    
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Section D: Customer Satisfaction and Loyalty / �াহক স��� ও আনুগত্য 

1)Strongly Disagree   2) Disagree   3) Neutral    4) Agree    5) Strongly agree 

                           

2. I trust the bank because it follows Islamic ethics./ আিম ব্যাংক�টর উপর িব�াস রািখ কারণ 

এ�ট ইসলািমক ৈনিতকতা অনুসরণ কের।  

1) Strongly Disagree   2) Disagree   3) Neutral    4) Agree   5) Strongly agree 

                                       

3. I would recommend Islami Bank to others./ আিম ইসলামী ব্যাংকেক অন্যেদর সুপািরশ 

করব। 

1) Strongly Disagree   2) Disagree    3) Neutral   4) Agree   5) Strongly agree 

                                                                                 

4. I intend to continue using Islami Bank in the future./ আিম ভিবষ্যেতও ইসলামী ব্যাংেকর 

�াহক িহেসেব থাকেত চাই।   

1) Strongly Disagree   2) Disagree   3) Neutral   4) Agree    5) Strongly agree 

                                                   

6. My loyalty to the bank is influenced by its ethical and Shariah-based values./ ব্যাংেকর  

�িত আমার আনুগত্য এর ৈনিতকতা ও শিরয়ািভি�ক মূল্যেবাধ �ারা �ভািবত।  

1) Strongly Disagree   2) Disagree   3) Neutral   4) Agree   5) Strongly agree 

 

Section E: Suggestions / অংশ E: পরামশ র্ 

 

1. What improvements would you like to see in the ethical practices of Islami Bank? 

   ইসলামী ব্যাংেকর ৈনিতক চচর্ায় আপিন কী ধরেনর উ�িত েদখেত চান? 
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Copy of company-provided internship acceptance letter (attached) 
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