1.0 INTRODUCTION
Mobile banking refers to a system that enables bank customers to access accounts and general information on bank products and services through Mobile devices. Bangladesh Bank (BB) is the central bank and controls all the private and scheduled banks in Bangladesh. 
Dutch Bangla Bank launched the very first mobile banking service in Bangladesh on 31 March 2011. This service is launched with 'Agent' and 'Network' support from mobile operators, Banglalink and Citycell.
"Mobile banking is an alternative to the traditional banking through which banking service can be reached at the doorsteps of the deprived section of the society,” the central bank governor said at an inaugural press briefing at Hotel Purbani. Atiur Rahman Bangladesh Bank Governor said through mobile banking various banking services including depositing and withdrawing money, payment of utility bills and reaching remittance to the recipient would be possible.

1.1: Background of Study:

Internship program of Daffodil Institute of Information Technology (DIIT) Upay is a partial requirement for the graduation of BBA students. The goal of this analysis is to expose the student in the organizational work situation and also to provide an opportunity for applying classroom learning in practice. Internship program is a system by which we can familiarize ourselves with the practical situation through the application of theoretical knowledge into real life, the gap between these two can be bridged up through this internship procedure.

1.2: Rationality of the study:
As a student of the Business Administration discipline in Daffodil Institute of Information & technology it is compulsory to do project paper organization and I have to meet that obligation with the support of United Commercial Bank Limited. I’m carrying out my research at the mobile banking focus on United Commercial Bank Limited. This study will enable to know mobile banking. The report will provide information about mobile banking. Its benefits its operation and its influence in Bangladesh economy. The part of the study to this report will help me to gaining knowledge and understand and understands about mobile banking system.
It’s the time to implement mobile and IT solution system for better financial inclusion. Mobile banking is one of the key components in this respect. As every business is changing, banking business is also and it has become technology based. To drive the wheel of banking it needs to be updated always by inventing new products and services. Mobile Banking is the product that can change the fate of the banking business. Very recently, on 23rd December 2010, the Governor of Bangladesh Bank, Dr. Atiur Rahman has issued order to every commercial bank for starting mobile banking that shows the utmost importance of this concept. So, this paper will help the banks in Bangladesh to find way for opening its new door of business and be successful in the competition. The bank customers will be able to bank comfortably.
1.3: Objective of the study:
General objective:
The general objectives of this project paper is to analyze the mobile banking success factors in Bangladesh of United Commercial Bank Limited.   
Specific objective:

· To fulfill the potential requirement of BBA program.
· To potential some findings and recommendation for improving the mobile banking service of UCBL.
· To the purpose of this research is to assess the Opportunities and Challenges of mobile banking in this country. 

· To the research shows tremendous potential for mobile banking in Bangladesh and reveals some of the key barriers of progress as well. 

1.4: Methodology:
Information collected from both primary and secondary sources to complete the report.
Primary Sources:
· Face to face discussion.

· Telephone discussion.

· Data collection through questionnaire.
· Oral interview of the responsible officers’.
· Observation.

· Asking question about the subject from people who are using this
Secondary Sources:
The secondary data collected from the following sources:
· Website of United Commercial bank Limited.

· Various other documents of United Commercial bank Limited.

· Annual reports of mobile banking that are mobile banking of United Commercial bank Limited.

· Newspapers, magazine, financial express and seminar papers regarding mobile banking issue.

· Internet.
· Different publications 
1.6: Limitation of the Study:

There are some specific constraints while to conduct this study. But will applied wholehearted efforts to conducts the Dissertation Program and bring a reliable and fruitful result. In spite of my endeavor there are some constraints exists which are:

. 
· As the student to have a vast experience about the business concern continuing around me and to make a good communication in between text knowledge and practical experience and secondary data

· Secondary data are not very much available and financial data and other information about export is not well enough for depth analysis.

· Time constraint was another limitation restricting this report from being more detailed or analytical. The marketing manager at the operation or strategic level of the concerned department are awfully busy with meeting targets.

· The time period of the study is very short. I had only 90 days in my hand to complete this report which was not enough. So, I could in depth of the study. Most of the times officials were busy and were not able to give me much time.

2.1: AN OVERVIEW OF UCBL

UCBL was incorporated in Bangladesh as banking company under the Banking Companies Act, 1993 on June 26 1983 and started banking operations on 29 June 1983 with an authorized capital of Tk. 100 million divided into 1 million ordinary shares of Tk. 100 each. The bank’s activities are subject to the effective control, supervision and guidelines of the Bangladesh bank. The bank has listed with DSE and CSE as a public coated company.

With a firm commitment of the economic and social development of Bangladesh, United Commercial Bank (UCB) started its journey in mid 1983 and has since been able to establish itself as one of the largest first generation banks in the country. With a vast network of 183 branches the Bank has already made a distinct mark in the realm of Private Sector Banking through personalized service, innovative practices, dynamic approach and efficient Management.

The Bank has expanded its arena in different and diverse segments of banking like Retail Banking, SME Banking, Corporate Banking, Off-shore Banking, and Remittance etc. Besides various deposit and loan products of Retail Banking, the Bank caters export and import loan to deserving candidates which in turn helps the overall economy of the country through increased earning of foreign exchange. Other consumer products like UCB Cards have been showing tremendous success and growth since its inception in 2006 and soon became the leader in local market with around 40000 card holders.

The Bank also provides its clients with both incoming and outgoing remittance services. Thus the expatriates find an easy way to send money through proper channel.

With a firm commitment to promote SME sector, the Bank is also assessing and monitoring business loans, managing business financing risks, pricing products and working for further development of SME. Its Corporate banking service consists of simple business of issuing loans to more complex matters, such as helping minimize taxes paid by overseas subsidiaries, managing changes in foreign exchange rates or working out the details of financing packages necessary for the construction of a new office, plant or other facility. Its area of expertise is in-depth knowledge in financial analysis with analytical capability of financing large project including RMG and infrastructure development projects. 

The Bank, aiming to play a leading role in the economic activities of the country, is firmly engaged in the development of trade, commerce and industry by investing in network expansion and new technology adoption to have competitive advantage.

2.2: Vision:

To be the bank of first choice through maximizing value for our clients, shareholders & employees and contributing to the national economy with social commitments.

2.3: Mission:

To offer financial solutions that create, manage and increase bank’s clients’ wealth while improving the quality of life in the communities bank serve.

2.4: Objectives:

Strategic objectives of UCBL are as below:

· To achieve positive Economic Value Added (EVA) each year.

· To be market leader in product innovation.

· To be one of the top three Financial Institutions in Bangladesh in terms of cost efficiency.

· To be one of the top five Financial Institutions in Bangladesh in terms of market share in all significant market segments we serve.

· Financial objectives

· To achieve a return on shareholders’ equity of 20% or more, on average.

2.5: CORE VALUES:

· For the customers: Providing with caring services by being innovative in the development of new banking products and services.

· For the shareholders: Maximizing wealth of the Bank.

· For the employees: Respecting worth and dignity of individual employees devoting their energies for the progress of the Bank.

· For the community: Strengthening the corporate values and taking environment and social risks and reward into account.

· New technology: Adopting the state-of-art technology in banking operations. 

2.6: Banking products of UCBL:
· Locker Services.

· SMS Banking.

Corporate Banking Loans:
· Export & Import Finance.

· House Building Loan.

· Industrial Loan.

· Letter of Credit.

· Project Finance.

· Syndicate or Structured Finance.

· Working Capital Finance.

Off-shore Banking.

Structured Finance:
· Hybrid Financing Product.
· Loans Syndication.

· Long Term Debt. Instruments.

· Wealth Management.

Mobile Banking services through cell phone, tablet:

· Upay.
· UCash.
	Name of the Company
	: United Commercial Bank Ltd.

	Legal Form
	: A public limited company incorporated in Bangladesh on 26th June 1983 under the companies   Act 1994 and listed in Dhaka Stock Exchange Limited on 30th November 1986 and Chittagong   Stock Exchange Limited on 15th November 1995.

	Commencement of Business
	: 27 June 1983

	Head Office
	: Bulus Center, Plot - CWS- (A)-1, Road No - 34, Gulshan avenue, Dhaka-1212.

	Telephone No.
	: +88-02-55668070
  +88-09610999999 

	  
	: +88-02-55668070-6000, +88-09610999911-5200

	Website
	: www.ucb.com.bd 

	SWIFT
	: UCBL BDDH

	E-mail
	: info@ucb.com.bd

	Chairman
	: Mrs. Rukhmila Zaman

	Managing Director
	: Mr. A. E. Abdul Muhaimen

	Auditors
	: Syful Shamsul Alam & Co.

	Tax Consultants
	: Mr. Md. Mosharrof Hossain, Advocate

	Legal Consultant
	: T.I.M Nurun Nabi Chowdhury

	No. of Branches
	: 183 

	No. of ATMs 
	: 243 

	No. of SME Centers
	: 2

	Off-Shore Banking Unit
	: 1

	No. of Employees
	: 3,374 (31.12.2012)

	Stock Summary

	Authorized Capital
	: Tk. 15,000 million

	Paid up Capital
	: Tk. 10,541.31 million 

	Face Value per Share
	: Tk. 10

	Registered Office
	: Bulus Center, Plot - CWS- (A)-1, Road No - 34, Gulshan avenue, Dhaka-1212
  Phone : +88-02-55668070, +88-09610999999
  E-Mail : info@ucb.com.bd
  Web site : www.ucb.com.bd

	Chairman's Office
	: Plot - CWS- (A)-1 Road No - 34 , Gulshan avenue, Dhaka-1212
  E-Mail : chairman@ucb.com.bd


“Board of Directors”
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2.7: Branches & ATM Booth of UCB:
· Number of branches – 183.

· Number of ATM booths – 203

3.1: Mobile Banking:
Mobile banking is a service which is provided by a bank or other financial institution that allows its customer to conduct financial transactions remotely using a mobile device such as a mobile phone or tablet. To provide banking and financial services, such as cash-in, cash out, utility payments, salary disbursement, merchant payment foreign remittance, government allowance disbursement, ATM money withdrawal through mobile technology devices, i.e Mobile Phone, is called mobile banking.
The roll out of mobile telephone has been rapid, and has extended access well beyond already connected customer rural area. There is mounting evidence of positive social impact on poor people and communities as a result. For the banks’ point of view, mobile banking minimizes the cost of handling transactions by reducing the need for customers to visit a bank branch for non-cash withdrawal and deposit transactions. Mobile banking does not handle transactions involving cash, and a customer need to visit ATM or bank branch for cash withdrawal or deposits. 
Bangladesh Bank permitted ten commercial bank to do such kind of mobile banking business that the rural people who have mobile but have not banking facilities. Service holder can get there salary by mobile banking.
The banking industry has enjoyed remarkable success in the application of high-end information systems and technologies. Technological advances have reshaped the size and nature of the financial industry, allowing it to extend beyond the traditional, brick-and-mortar concept of borrowing and saving. Internet banking, digital wireless banking and mobile banking are an extension of the technological progression that is now characteristic of the banking sector. Mobile banking involves the access to, and provision of, banking and finance services through mobile devices. Mobile banking differs from mobile payments, which involves the use of a mobile device to pay for goods or services either at the point of sale or remotely, analogously to the use of a debit or credit card to effect an Electronic funds transfer at point of sale (EFTPOS) payment.

Mobile banking is a service provided by a bank or other financial institution that consent its customers to conduct financial transactions remotely using a mobile device such as a smartphone or tablet device to perform online banking tasks when customers are away from their home computer, such as monitoring account balances, transferring funds between accounts, bill payment and locating an ATM. Unlike the related internet banking it uses software, usually called an app, provided by the financial institution for the purpose. Mobile banking is usually available on a 24-hour basis. Some financial institutions have restrictions on which accounts may be accessed through mobile banking, as well as a limit on the amount that can be transacted. 

Mobile banking differs from mobile payments, which involve the use of a mobile device to pay for goods or services either at the point of sale or remotely. 
3.2: The history of mobile banking of Bangladesh:

Bangladesh began its mobile banking journey in 2011. The primary goal of mobile banking, also commonly referred to as mobile financial services (MFS), is financial inclusion – reaching the unbanked population with appropriate financial services. At the broadest level, MFS constitutes offering financial services that include, but not limited to, funds transfer, savings products, insurance products, paying fees of various forms (utility, education, etc.), and receiving payments (from employers, government, etc.). However, in the initial stages of market development, funds transfer services have been the most predominant form of MFS in Bangladesh.


Mobile banking sector is a growth story already. By the end of December 2013, there were more than 13 million registered users served by about 180,000 agents transacting over TK65 Billion per month. Bangladesh Bank has approved 28 banks to provide MFS in the country. Almost 20 of those have officially launched MFS services so far. pi Strategy Consulting analysis indicates that the revenue stream for banks have experienced significant growth recently (see Figure 3).


There are several factors that collectively contribute to the proper functioning of any MFS operation. Regulatory environment, business model, agent network, technology, partnerships, and user adoption are among them. But perhaps, user adoption is the most important of them all since the ultimate test of a product is whether the end-customers find that product valuable and use it. A closer look at the consumer needs, therefore, can inform the design and growth agenda for a product.
3.3: Significance of mobile banking:
In our country average of people belong lower middle class that have an average income for daily basis and for illiteracy they are afraid of to going bank to deposit there saving money. In that case mobile banking is easy and safer for them to send their earning money by using mobile banking. As for a mobile is being very cheap to buy & very easy to open an mobile banking account one has to provide an valid NID card and a photo with finger tips will do to open an mobile banking account to use. 
3.3: Mobile banking scenario in Bangladesh:
Mobile banking in Bangladesh is growing fast, scaling a new height last year with 53 percent growth year-on-year. In 2015, the industry saw Tk 157,773.31 crore in transactions through mobile phones -- the amount being more than half the country's national budget, according to a report of Bangladesh Bank. In 2014, the mobile banking industry saw Tk 103,155.37 crore in transactions. People are becoming increasingly comfortable with the banking platform, analysts said. The average monthly transactions made through mobile phones stood at more than Tk 13,147.77 crore last year, rising from Tk 8,596.28 crore in 2014.

A recent report published by the USAID said, mobile money transfer is on the rise in the country. Since its launch in 2011, mobile banking sector has been experiencing exponential growth. According to the report, the growth has reached a new height in February making the number at $1.42 billion which is BDT 11,104 crore. Bangladesh is among the biggest mobile banking market in the world and accounted for almost 8% of total registered global mobile banking users. Since a large number of population don’t have access to conventional banking, mobile banking has become an instant hit in the country especially to BOP population.

However, the industry has seen its biggest growth between January 2013 and February 2015. During this period of time the number of registered clients increased more than five-fold from 5 million to over 25 million. The number of transactions has also grown significantly during this period of time, from 10 million in January 2013 to just under 77 million in February 2015, making the daily transaction amount via mobile staggering $47.44 million on an average.

The report used desk research and face-to-face interviews with key mobile financial services providers, telecom operators, technology platform providers, regulators, and USAID health and agriculture project staff and 904 beneficiaries to come up with a unified understanding.
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3.4: Mobile banking scenario over the world:
Today, almost all banks have some kind of mobile banking offering, either developed in house or by making use of third-party specialist vendors.

In the developed world, the rapid increase in number of smart phones and latterly tablets has poured fuel on the mobile banking fire, such that in 2014, Juniper Research reported total global mobile banking users standing at 0.8 billion. A startling finding is that this already fascinating level of adoption is set to continue growing very rapidly over the coming years with Juniper predicting a global mobile banking user base of some 1.8 billion people by 2019 (source: Juniper Research, KPMG analysis).
This statistic shows the share of people using mobile banking apps in selected countries worldwide in 2014. In that year, 73 percent of the survey respondents from China accepted that they used mobile banking apps. 


Mobile banking refers to carrying out financial transactions, such as paying bills or making bank transfers, on a mobile device (cell phone, tablet etc). Mobile device users in the Asia-Pacific region were the most likely to be willing to use facial acknowledgement in future mobile banking apps in a 2016 survey.
3.5: Factors influence consumers/clients to adopt mobile banking:

Remarkable growth in mobile entrance among the people of Bangladesh has created an immeasaurable opportunity for banks to extend their investment in developing mobile banking system. Though more than 95 percent bank account subscribers are cell phone users, the receiving of mobile banking is slower than expected. In this connection, this study employs the Unified Theory of Acceptance and Use of Technology (UTAUT) model to identify the factors affecting individuals in their adoption of mobile banking in Bangladesh. Data had been collected from 225 respondents through self-administered questionnaire. Based on data analysis, this study empirically found that individual intention to adopt mobile banking was significantly influenced by social influence, effort expectancy, performance expectancy, and perceived financial cost, in their order of influencing strength. The behavior was notably affected by individual intention in this regard.

 
Through mobile banking system money can be easily, safely transfer to anyone that’s also time consuming, & that makes a big social impact on the general peoples of everyday mobile banking systems. A mini transaction statement also can be shown through mobile banking.
4.1: Mobile banking service of UCBL:

Upay is a digital payment system owned by United Commercial Bank Limited (UCB), Bangladesh. Upay has been accomplish to promote cashless and universal i.e. anytime-anywhere payments using mobile phones in Bangladesh. For the first time ever in Bangladesh, Upay uses the most innovative and reliable technologies like Blockchain and QR or Quick Response Code to secure all financial transactions. Customers can use Upay to make payments for goods/Services from Physical/Online Merchants. S/he can also make consumer, corporate and government payments (e.g. mobile recharge, bill payment, money transfer, ticketing, loan repayment, inward remittance, insurance premium, payment of salaries, social benefits etc.), purchase of digital cheque for gifts and payments, redemption of coupons/vouchers/reward points. In a nutshell customers’ existing mobile device would become the medium of payments. S/he does not need to carry Cash or Card for payments. To summarize the power of convenience that Upay offers to customers, following are some of the main value propositions:

· Digital Payments. Cashless/card-less transactions using digital devices

· Mobile Payments. Use of smart mobile phone (both Android and iPhone) for payments

· Universal Payments. Anytime-anywhere many-in-one payment

· Direct Debits. Make payments directly debiting accounts or digital wallet or credit card
· All Payments. All payments involving consumer, corporate and government

· Innovative and Unfailing Technology. Highly secure transactions using Block chain and QR Code Technology

· Fast Transaction. No long queues - faster and safer than card transaction

· Low Cost of Transaction. No cost to the consumer. Much cheaper for corporate & merchants.

4.2: UCash Mobile Banking Account:
UCash the UCBL (United Commercial Bank Limited) Mobile financial service. Is not too long they are starting provide mobile banking service in Bangladesh. You can start your mobile banking journey with them, many people using their services. It's very easy to open an account in UCash & use.
· Mobile recharge.

· Bill payment like, electric bill, gas bill, wasa bill. 

· Can make cash from any place.

· Balance transfer.

· UCash School Banking.

· Dhaka Metropolitan Police Traffic Case Fine Payment can be easily paid through UCash.
4.3: CASH IN

To deposit any amount into your mobile bank account, you can go your nearest agent to “Cash In”.
No service charges are applicable for Cash In.
	Criteria 
	Limit 

	Maximum Daily No. of Cash In Transactions
	2 times

	Maximum Daily Cash In Amount
	BDT 15,000

	Maximum Monthly No. of Cash In Transactions
	20 times

	Maximum Monthly Cash In Amount
	BDT 1,00,000


4.4: CASH OUT

To withdraw any amount from your mobile bank account balance, you can go your nearest agent to “Cash Out”. 


A service charge of 1.85% of the transaction amount or BDT 5 (whichever is higher) is applicable, which will be charged to your account balance automatically.

	Criteria 
	Limit 

	Maximum Daily No. of Cash Out Transactions
	2 times

	Maximum Daily Cash Out Amount
	BDT 10,000

	Maximum Monthly No. of Cash Out Transactions
	10 times

	Maximum Monthly Cash Out Amount
	BDT 50,000

	Customer can cash out maximum 5000 tk 
within 24 hours of cash in time
	BDT 5,000


· Mobile recharge.

· Bill payment like, electric bill, gas bill, wasa bill. 

· Can make cash from any place.

· Balance transfer.

· From now on all the customers can get UCash service through our new call center number 16419

· We are glad to partner up with "Janani Express Parcel Service." This dynamic business organization will work as Centrally Controlled Distributer with UCash. From now onwards, you can avail services like Cash In, Cash Out, Salary Payment, School Fees Payment, DMP Case Payment, IVAC Payment and any other bill payment from their outlets.
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· For (Hanif Shaymoli Eagle transportation) ticket buy & booking anyone of UCash user can visit to UPAY.COM.BD that website & can buy by ticket using UCash balance.

· From now onward UCash will be the nationwide cash collection partner for the ACI Godrej Agrovet. ACI Godrej Agrovet Private Limited is a joint venture with ACI Bangladesh. The company currently producing Poultry Products, Aqua Products, Cattle Products in Bangladesh.
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· To make your life easier UCash brings you School Banking, from now onward you can pay school fees through UCash. For more details call '16268' or check the leaflet.
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· Indian visa processing fee can be send by using UCash.
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· Dhaka Metropolitan Police Traffic Case Fine Payment can be easily paid through UCash.
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· Now you can fund your Upay wallet through any bank’s MasterCard or VISA Card (https://bit.ly/2xOnuPD) [image: image7.jpg]A product of UCB ’
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· If anyone can refer to another user of Upay refer then you can get 100taka cash reward & 7.5 uPlay point. (https://goo.gl/R2rw23 or Call-16419) 

· By using Upay anyone can enjoy their super shop shopping at Shwapno, Aroath & Unimart.
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5.1: Analyze of Mobile Banking on Bangladesh:

Bangladesh is 8th largest populated country in the world with around 161 million populations. In Bangladesh, almost 31.5% populations are living under poverty (The Central Intelligence Agency (CIA), 2013). From this huge population only 13% people have bank account. On the other hand, there are almost 90 million mobile phone subscribers in Bangladesh. From the point of view of Bangladesh, the expansion of e-banking is opposed by the problem of institutional, infrastructure and regulatory problems. Absence of central networking system, unskilled people and absence of proper policies are lacking behind the whole system. Bangladesh Bank is developing country’s payment system but by that time all the banks are not able to improve their ICT system. In this scenario, it’s hard to reach to mass people with current banking system. From this plot, the concept of mobile banking emerged to reach the banking facility to the unbanked people. People also take this system as good one as 69% people believe this “mobile banking” has prospect in Bangladesh (Bank, July 2012) Mobile banking is a new banking concept in Bangladesh. Bangladesh Bank is influencing banks to operate this mobile in a serious manner to reach to the unbanked people of Bangladesh. Bangladesh Bank believes that mobile is the easiest way to reach to the rural part of the country with the banking service. Still now, Bangladesh Bank has given license to 23 banks to run this mobile banking operation. Among these, 14 banks have full Mobile Financial Service permission and other 9 banks have the permission for international remittance transaction only through mobile. (Bank, July 2012).
The below chart shows that how the mobile banking put an impact to the customers’:
	

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	18-28
	20
	60.6
	60.6
	60.6

	
	29-38
	11
	33.3
	33.3
	93.9

	
	39--48
	1
	3.0
	3.0
	97.0

	
	49-58
	1
	3.0
	3.0
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 1.
To the age between of average 18-28years the percentages of using mobile banking is 61% & 29-38yeas 33% are very users friendly by using mobile banking. 39-48years the average is3. 3% & 49-58years 3.3% user are very rare on mobile banking.
Education

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	SSC
	2
	6.1
	6.1
	6.1

	
	HSC
	3
	9.1
	9.1
	15.2

	
	BBA
	13
	39.4
	39.4
	54.5

	
	MBA
	12
	36.4
	36.4
	90.9

	
	CSE
	3
	9.1
	9.1
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 2.
The educational status of individual different studies of people of mobile banking. SSC 6%, HSC 9%, BBA 40%, MBA 36%, CSE 9%. 
	Is the mobile banking system user friendly?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	strongly disagree
	1
	3.0
	3.0
	3.0

	
	Disagree
	1
	3.0
	3.0
	6.1

	
	Neutral
	10
	30.3
	30.3
	36.4

	
	Agree
	14
	42.4
	42.4
	78.8

	
	Strongly agree
	7
	21.2
	21.2
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 3.

The average of mobile banking user friendly are, 3% peoples are strongly disagree, 3% peoples are disagree, 30% neutral, 43% agree, strongly agree 21%
	.
Do you think UCBL mobile banking is better than other

Banking system?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Neutral
	8
	24.2
	24.2
	24.2

	
	Agree
	16
	48.5
	48.5
	72.7

	
	Strongly agree
	9
	27.3
	27.3
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 4.
Banking is much easier then mobile banking by using cell phone, table & laptop. The average is 24% neutral, 48% agree, strongly agree 27%.
	Are you satisfied UCBL mobile banking?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Disagree
	1
	3.0
	3.0
	3.0

	
	Neutral
	7
	21.2
	21.2
	24.2

	
	Agree
	9
	27.3
	27.3
	51.5

	
	Strongly agree
	16
	48.5
	48.5
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 5.
United Commercial Bank Limited is one of the most leading mobile banking systems. The average percentage is given: 3.0% disagree, 21% neutral, 27% agree and 49% strongly agree.
	Does customer satisfied the mobile banking system of UCBL?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Disagree
	1
	3.0
	3.0
	3.0

	
	Neutral
	7
	21.2
	21.2
	24.2

	
	Agree
	13
	39.4
	39.4
	63.6

	
	Strongly agree
	12
	36.4
	36.4
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 6.
The banking system of United Commercial Bank Limited are very smooth to operate the given average are, 3.0% disagree, 21% neutral, 40% agree, 36% strongly agree.

	Do you think mobile banking system is costly?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree
	5
	15.2
	15.2
	15.2

	
	Disagree
	3
	9.1
	9.1
	24.2

	
	Neutral
	3
	9.1
	9.1
	33.3

	
	Agree
	12
	36.4
	36.4
	69.7

	
	Strongly agree
	10
	30.3
	30.3
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 7.
Mobile banking system is not costly the average percentages are: 15% strongly disagree, 9% disagree, 9% neutral, 37% agree, 30% strongly agree.
	Are you happy for the mobile banking system?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree
	1
	3.0
	3.0
	3.0

	
	Disagree
	1
	3.0
	3.0
	6.1

	
	Neutral
	5
	15.2
	15.2
	21.2

	
	Agree
	18
	54.5
	54.5
	75.8

	
	Strongly agree
	8
	24.2
	24.2
	100.0

	
	Total
	33
	100.0
	100.0
	


[image: image16.png]Are You happy for the Mobile
banking System

m Strongly disagree
= Disagree

H Neutral

mAgree

m Strongly agree





Graph No. 8.
The customer of mobile banking user’s review of average percentage are: 3.0% strongly disagree, 3.0% disagree, 15% neutral, 55%   agree, 24% strongly agree.
	Do you think most of the customer use mobile banking system?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Disagree
	6
	18.2
	18.2
	18.2

	
	Neutral
	4
	12.1
	12.1
	30.3

	
	Agree
	12
	36.4
	36.4
	66.7

	
	Strongly agree
	11
	33.3
	33.3
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 9.
According to the customer review the average percentages are: 18% disagree, 12% neutral, 37% agree, 33% strongly agree.
	Is mobile banking app's are user friendly/satisfied?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Disagree
	1
	3.0
	3.0
	3.0

	
	Neutral
	7
	21.2
	21.2
	24.2

	
	Agree
	12
	36.4
	36.4
	60.6

	
	Strongly agree
	13
	39.4
	39.4
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 10.
On the survey of the customer feedback the average percentages are: 3.0% disagree, 21% neutral, 36% agree, 40% strongly agree.
	Is overall performance of mobile banking system is good?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Disagree
	2
	6.1
	6.1
	6.1

	
	Neutral
	5
	15.2
	15.2
	21.2

	
	Agree
	16
	48.5
	48.5
	69.7

	
	Strongly agree
	10
	30.3
	30.3
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 11.
The overall system of mobile banking of United Commercial Bank Limited is strongly supported by the customer review is given: 6% disagree, 15% neutral, 49% agree and 30S% strongly agree.

	Is overall rating of mobile banking system of UCBL?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Disagree
	2
	6.1
	6.1
	6.1

	
	Neutral
	6
	18.2
	18.2
	24.2

	
	Agree
	13
	39.4
	39.4
	63.6

	
	Strongly agree
	12
	36.4
	36.4
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 12.
The overall mobile banking system rating is given as per the customer review: 6% disagree, 18% neutral, 40% agree, 36% strongly agree.
	How you feel safe on transaction of mobile banking system?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Disagree
	2
	6.1
	6.1
	6.1

	
	Neutral
	6
	18.2
	18.2
	24.2

	
	Agree
	13
	39.4
	39.4
	63.6

	
	Strongly agree
	12
	36.4
	36.4
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 13.
The safe security system of United Commercial Bank Limited are quite strong the customer survey avenger

Percentages are: 6% disagree, 18%  neutral, 40% agree, 36% strongly agree.
	Is mobile banking record is error free?

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree
	1
	3.0
	3.0
	3.0

	
	Disagree
	3
	9.1
	9.1
	12.1

	
	Neutral
	4
	12.1
	12.1
	24.2

	
	Agree
	12
	36.4
	36.4
	60.6

	
	Strongly agree
	13
	39.4
	39.4
	100.0

	
	Total
	33
	100.0
	100.0
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Graph No. 14.
United Commercial Bank Limited’s mobile banking system is recommended error free through the customer given survey, 5% strongly disagree, 15% disagree, 20% neutral, 60%  agree.
5.2: Strengths:
· Leverage Banking transaction
· Ease of a availability
· Rapid growth of Mobile banking and Wireless market
5.3: Weaknesses:
· Lack of awareness the new channel amount the mobile users
· Security concerns about the channel
· Mobile handset operability
· Application distribution
5.4: Opportunities:
· Repaid increase in the Mobile user
· Mobile handset rich feature can be embedded in the application
· Lowering of Mobile tariff rate
5.5: Threats:
· Regulatory restrictions by “ Bangladesh Bank”
· Acceptance of new technology.
· Customer misuse.
6.1: Findings

From the research and questioner analysis some major findings are identified regarding mobile banking of the United Commercial Bank Ltd. Those findings are given below: 

· Upay, Ucash is a good products of UCBL mobile banking users of this product are happy with this fast service. Because this mobile banking system is easy to use for all kind of users.

· UCBL does not give their high attention on advertisement about mobile banking on TV, Newspaper, Radio etc. In this competitive market it is too much important for any organization to advertise their products to give information about mobile banking to all the customers.

· UCBL need to introduce internet banking with mobile banking system because now a days internet is highly essential for any work and in banking sector it’s very important for the customers. 
· According to my survey I find some complains from the mobile banking users of UCBL that they face some problems while using mobile banking like: fake massages and scams.

· The users with the mobile banking can perform several financial function through their mobile phone as like: checking balance of their account, manage investments, pay bills through their mobile banking accounts and it is very time consuming,
· There is some problem in UCBL mobile banking that modern mobile devices like smart phones are better suited for mobile banking than old models phones and devices.

· UCBL mobile banking is secured than other online or internet banking but regular users of mobile banking over time accumulate charges from customers bank accounts.

6.2:  Recommendations

Mobile banking is very important sector for a banking organization. So every organization needs to take proper steps to utilize and improve this sector. But through this analysis current position of UCBL mobile banking some disadvantages are identified for which the following are recommendations:
· For attracting more customers for mobile banking UCBL has to create a new marketing strategy through advertising. It is an essential way to provide information to the customers because advertising is a continuous process.
· UCBL should offer some services of internet with mobile banking to fulfill customers demand so that customers can transfer their money very fast from one bank to other bank account. It will be more attractive for customers.

· Customers are facing those problems like fake massages and scams so UCBL should take necessary steps to secure this mobile banking system more efficiently to stop this kind of problems so that customers can use this without any interruption.
· UCBL should include more services in mobile banking to attract consumers and available in old models phones and devices so that all kinds of customers can easily operate this system.
· UCBL should provide guidelines for mobile banking and available the helpline for more information about mobile banking so that consumers can easily able to access this system.
· To reduce the mobile banking limitations UCBL should take adequate measures and use update technology for uninterrupted service
6.3 Conclusion
Proper financial system of a country can contribute toward the development of that country’s economy. In Bangladesh, banks have a leading power of its financial system. For this reason the banks should have an important role to make our financial system strong.  Private banks are playing a important role in the development of our country. UCBL shown good performance comparing with other first generation banks. Since the commencement of UCBL, it is continuously striving for excellence in banking by offering innovative products and services to the clients mobile banking is one of them. Mobile banking is a sms based service and it’s require lowest amount of efforts. It’s a fast growing products of UCBL because 99% of peoples are under  mobile phone network and they can easily operates their bank accounts by this mobile banking system. Users of mobile banking can check their balance stay in home. It is time saving system. Ucash and Upay is well known to all the customers of UCBL mobile banking they can easily transfer and withdraw their money from anywhere in Bangladesh. UCBL mobile banking is secure so customers can feel safe and easy to use. The user of mobile banking are increasing day by day because it is very attractive way of new banking system. Now everything is technology based for this reason mobile banking getting more popularity. So from this overall analysis it can be said that UCBL mobile banking performing a well sector through  this technology based system to attract and new and old customers.
Edit
Reference:
(Ref. Info: https://www.ucbbank.com/pers_online_mobile.cfm)

https://www.facebook.com/UCashWave/
https://www.facebook.com/ucbupay/
https://en.wikipedia.org/wiki/Mobile_banking
http://rtn.bcc.net.bd/index.php/information-on-mobile-banking
http://www.icommercecentral.com/open-access/mobile-banking-operation-in-bangladesh-prediction-of-future-1-15.php?aid=37948
bankinfobd.com

https://futurestartup.com/2015/06/24/mobile-banking-bkash-and-future-of-mobile-financial-services/
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