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ABSTRACT
Generally, the objective of this practical attachment is to assess the commercial bank of Ethiopia Metekel branch performance measurement .The extent to which commercial bank of Ethiopia Metekel branch realizing its visions and missions and performances of the organization in relation to its objectives. To increase student’s knowledge and enable student to compare what have learnt so far in class and what have experienced in practical. To produce well qualified, self-reliant, active, change agent and real problem solver student.
In addition the other objective is to investigate equal participation of the commercial bank of Ethiopia Metekel branch with other bank. It realize to its vision, mission, and objectives. Not only limited this but also emphasis the problems focused by student while performing practical attachment. Thus practical attachment suggests solution and some of policy implication towards reducing the problem based on finding.
Contents
CHAPTER ONE	4
INTRODUCTION	4
1.1.Background of the organization(Commercial Bank of Ethiopia)	4
1.2. MAIN FUNCTION OF THE HOST ORGANIZATION	5
1.3 Mission of organization	6
1. 3.1 Vision of the organization	6
1.3.2. Values of the organization	6
1.3.3. Objective of the organization	8
1.4 Duties and responsibilities of the key personnel in the organization	8
CHAPTER TWO-----------------------------------------------------------------------------------11
2.1, Overview	11
2.1 key function of the department at Dire sololiya branch	12
2.1.2 Major responisibilities(functions) and activities of a department	12
2.2 staff establishement  of  The department in terms of the number of employees and duties and responsibilities	13
2.3.Core and Support Processes of the CBE	15
Organizational structure of CATs process	16
CHAPTER THREE:	17
3.1. Attaches assigned routine and department participation forum	18
3.2.Attachment evaluation	19
3.2.1 SUCCSSE OF THE ATTACHEMENT EXRCISE	19
3.2 .2 challenges encountered  during the attachment	19
3.2.3 how the challenges were solved	19
Chapter four	20
4.1.  SWOT ANALYSIS	20
4.1.1.STRENGTH	20
Public confidence /Brand Image/	20
4.1.2WEEKNESS	20
Employee competence gap;	20
inconsistent customer service quality;	20
4.1.3. OPPORTUNITEIS	21
4.1.4. THREATS	21
Chapter five	22
5.1.Recommendation and reference	22
Reference	22

[bookmark: _Toc178236583]                             CHAPTER ONE 	
[bookmark: _Toc178236584]  INTRODUCTION
[bookmark: _Toc178236585] 1.1.Background of the organization(Commercial Bank of Ethiopia)
Commercial bank of Ethiopia was legally established in 1942. It is the leading bank in Ethiopia to introduce modern banking system. Commercial bank of Ethiopia is 100% government owned. It is also leading bank in east Africa within reserve asset of more than875billion as show the annual report 2019 in G.C The bank places a big role in economic progress in development of the country
· Pioneer to introduce modern banking to the country. 
· It has more than 970 branches stretched across the country. 
· Plays a catalytic role in the economic progress & development of the country. 
· The first bank in Ethiopia to introduce ATM service for local users. 
· Currently CBE has more than 11 million account holders and the number of Mobile and Internet Banking also reached more than 460,000 as of June 30, 2015. 
· It has strong correspondent relationship  with more than 50 renowned foreign banks like Commerz Bank A.G., Royal Bank of Canada, City Bank, HSBC Bank,...
· CBE has a SWIFT bilateral arrangement with more than 700 others banks across the world. 
· CBE combines a wide capital base with more than 22,000 talented and committed employees. 
· Pioneer to introduce Western Union Money Transfer Services in Ethiopia early 1990s and currently working with other 20 money transfer agents like Money Gram, Atlantic International (Bole), Xpress Money,Dehabshil... 
· CBE has opened four branches in South Sudan and has been in the business since June 2009.
· CBE has reliable and long-standing relationships with many internationally acclaimed banks throughout the world

Metekel branch is one of the new branches of in commercial bank of Ethiopia which established around December 20, 2011 in G C. It is located in Chagni town in----district commercial bank of Ethiopia. Commercial bank of Ethiopia Metekel branch started working with in few employees those are messengers ,janitor, security employees and its has more than 22 000 customers, In the branch current business or running business are
· Public………………………...8210130
· Privet ………………………..154214
· Locale government ……………103952
· Corporation and association……..1321593
· Total business of the branches………9789889
[bookmark: _GoBack]The above list business was worked only during my practical attachment working time .In general by adopting or accepting different modern working techniques commercial bank of Ethiopia in Metekel branch which located at Chagni town is tries to achieve its vision, mission and to bring desire economic development in the country.
1.2. MAIN FUNCTION OF THE HOST ORGANIZATION
The bank committed to best realize stock holders need through enhanced financial inter mediation in global and supporting national development priorities by developing highly motivated, skilled and disciplined employees as well as the state of the technology.
The followings are the main functions of the organization
· The bank strongly Accept saving, demand and time deposit;
· Provide short medium and long term loans;
· Buying and selling foreign currency
· Buying and selling negotiable instruments and securities issued by the government and private organization or any other services ;and 
· Engaging in other banking activity customarily carried out by banks commercial  
1.3 Mission of organization
· The bank highly committed to best realize stake holders values through enhanced financial intermediation globally owned and supporting national development priorities, by developing highly motivated. Skilled and disciplined employs as well as state of the art technology. I strongly that winning public confidence is the base of our success.
1. 3.1 Vision of the organization
· To become world class   commercial bank by the year 2025
[bookmark: 391]1.3.2. Values of the organization
Integrity
       I committed to the highest ideal of honor and integrity.
        I strive to act in an honest and trustworthy manner.
       I firmly adhere to ethical principles.
Customer Satisfaction 
I strive to excel in my business and satisfy my customers.
I committed to offer the highest quality service to my customers and aspire to be branded with quality in the minds of my customers and the general public

Employees satisfaction
I committed to employee training and professional growth.
I distinguish my employees as valuable organizational resources.
                  I recognize my employees as valuable organizational resources.
Learning Organization
I committed to anticipate and respond to internal and external changes through constant improvement and adaptation.
I strive to establish a culture that nurtures individual and group learning.
Teamwork and collaboration
I recognize the importance of teamwork for my success.
I support to one another and working co-cooperatively.


Public Trust 
I understand that the sustainability of my business depends on my ability to maintain and build up the public's confidence.
Value for money 
I use resources carefully to save expense, time or effort.
I deliver the same level of service for less cost, time and effort
I deliver a better service for getting a better return for the same amount of expense, time and effort.
Decentralization 
I committed to delegate operations and decision-making responsibilities.
Corporate citizenship.
I value the importance of my role in national development endeavor and step-up for commitment.
I abide by the law of Ethiopia and other countries in which I do business.
I care about society's welfare and the environment.

[bookmark: _Toc178236590]      1.3.3. Objective of the organization
Every organization is established for their own objectives. To achieve they have to work hard and follow up effectively. 
Commercial bank of Ethiopia Bahirdar  district has the following objectives.
•	To implement management information system.
•	To maximize customer satisfaction.
•	To develop competence with other private banks.
•	To build change for all bank staffs.
•	To establish performance base incentives.
•	To deposit mobilization service.
•	To enhance and facilitate the development of the country.
•	To maximize profit of the bank by creating difference
[bookmark: _Toc178236591]	1.4 Duties and responsibilities of the key personnel in the organization
Branch Manager:-he/she Perform over all controlling activity of the bank.
Customer service manager:-  Assist branch manager and invite new customer.
NBO:-  Perform   payment  to  customer .
Branch auditor:-Checking of book balance and ensuring error free book of account.
Chief cashier:-Ensuring compliance with daily cash holding limit of branch.
Customer service officer:
The bank has a process oriented corporate structure and each process headed by a process owner and the Management of the bank reports to the President. The bank performs its operations through its Core and Support Process.
· Core process:-this process consists of three sub-processes
A). Customer Accounts and Transaction System (CATS)
This process is responsible for managing and follows up of the accounts of its customers and transaction services.
B). Trade Services
This process is responsible for all international banking operation of the bank.
C). Credit Services
This process involves in all credit related issues of the Bank
· Support Process:- this process consists of eight sub-processes
A. Develop HR strategy, policy and procedure;
· Employs and develops existing and future human resources of the bank
· Handles various employee services such as payroll, pension, and health care.
B). Information System (IS):-This process is responsible for
· Data processing and information management;
· System development and customization;
· Network configuration and setup;
· Software and/or hardware procurement;
· Implementing IS quality and change management 
C). Facilities Management: -This process is responsible for the following major tasks
·  Procurement of goods & services;
· Construction of buildings;
· Maintenance of buildings, vehicles and office equipments;
· Providing transportation service for the other bank organs; and
· Disposal of used assets
 D). Finance
 Responsible for all accounting & finance related issues
E). Business Development
This process is responsible for
· Conducting research on various issues;
· Building the image of the bank;
· Awareness creation on services and products;
F). Risk and Compliance Management-This process is responsible for-
· Identifying, analyzing, evaluating and proposing risk treatment options;
· Ensuring a state of being in accordance with the banks policies, procedures and practice with all of the applicable laws, regulations, code of conduct and standard of good practice.
G). Internal Audit
· Learning/conducting performance, financial, compliance and information system audits;
· Providing consulting services for the banks management and staff;
· Providing key input for the development of risk based strategic and annual internal audit plan.
H). Legal and Loan Recovery 
· Advising & court proceeding activities;
· Minimizing or mitigating legal risks;
· Providing professional advices for the banks management and other processes





                           
    CHAPTER  TWO
2.1.Overview
There seem to be no uniformity about the origin of the word ‘bank’ amongst economist. It has been believed that the word ‘bank’ has been derived from the Germen word ‘Bank’, which means Joint stock of firm or from Italian word ‘Banko’ which means a stack or a pile. 
The most frequently used definition of bank is,” Bank is a lawful organization, which accepts deposits that can be withdrawn on demand. It also lends money to individuals and business houses that need it”. It can also be defined as an a financial institution which accepts money from the public for the purpose of lending or investment repayable on demand or otherwise withdrawable by cheques, drafts order or otherwise. 
		
The word ‘’banking’’ has been defined as accepting deposits from the public for the purpose of lending and investing. The money deposited should be withdrawn on demand and or on notice as case may be. Withdrawals on demand means the bank is obliged to pay the money deposited with it at the time the depositors’ request. 
With regard to the commercial banking, the conventional definition states that,” A commercial bank is a profit-seeking business firm, dealing in money and credit. It is a financial institution dealing in money in the sense that it accepts deposits of money from the public to keep them in its custody for safety. 
In a modern business environment Commercial banks do perform a number of functions which are classified into two major parts, i.e primary functions and secondary functions. 
Primary or principal functions are three types: 
 Acceptance of Deposit 
 Lending 
 Investment 
Secondary or Ancillary functions are two types:

Agency Services like collection and payment of checks, standing instruction, collecting electricity, gas, telephone bills 
Miscellaneous or General Services: safe custody, remittances, advisory roles, opening LCS’ other services like Debit card, credit card etc. 

2.1 key function of the department at Metekel branch
Customer service officer department is one of the sectors of commercial bank of Ethiopia Metekel branch.It performs its duties and responsibility by setting specific and feasible goals and objectives which support to speed up customer satisfaction and profit maximization of the bank. 
Objectives and major responsibility as well as activities of the department or division.
· To ensure standardization and uniformity in the customer service process.
· To smoothly implement integrated banking solutions in customer service process.
· To have single source of reference to perform.
· To determine duties and responsibilities that each employee at all level in the customer service process.
· To provide efficient and quality service to its customer.
[bookmark: _Toc178236595] 2.1.2 Major responisibilities(functions) and activities of a department
Account opening: - there are many types of accounts those are:-
· Saving account – is interest bearing deposit opened by legal and physical persons, organization and association.
· Demand deposit account – shall mean an interest bearing account opened only by customers who are literate.
· Special demand account – means a non interest bearing account that is opened to full fill the request of customer who for one not wants interest for their deposit.
· Fixed time deposits – a type of account deposit is received at certain period of time without movement a minimum of three month and attracts higher interest rate than others

Duties related to customer service 
Opening account
Pay cash& receive cash
  Telegram – means send outgoing message and receive incoming message from other branch.
2.2 staff establishment of  The department in terms of the number of employees and duties and responsibilities 
 The staff format of commercial bank of Metekel  is like the following
The total number of employer........................................40
Female.................................................15
Male....................................25
When we come to education level:
Master .......................15
BA degree.............10
DIPLOMA...............4
PHD……………………1
 Duties and responsibilities of the staff
· Teller a bank teller is an employee of a bank who deals directly with customers. In some places, this employee is known as a cashier or customer representative. It is also must be knowledgeable about a range of bank operation and be able to answer any questions a customer has. Other duties and responsibilities are include:
· Recording transactions which involves logging checks and preparing transaction reports
· Counting and packaging currency
· Reconciling cash drawers
· Opening new accounts and helping with loan applications
· Exchanging foreign currency
· Promoting the banks products and services
· Keeping customers personal information confidential
· Communication
· Branch manager:-manager is responsible for all of the functions of a branch; such as hiring employees, overseeing the approval of loans and linier of credit, marketing, building a rapport with the community to attract business and assisting with customer relations.
· Customer service officer(CSO):- the customer service officer is a first point of contact for a customers. The primary role of a customer service officer within the team is to respond to a variety of customer requests and inquiries vis the telephone or in person over the countering with other bank team members

Commercial Bank of Ethiopia :-	

 CBE is managed by Board of Directors. The board of directors who comprise representatives of various stakeholders give guidance and leadership in key strategic issues 
 The overall management of the Bank is entrusted to the President. 
 After the successful implementation of BPR, the banks follow a process oriented corporate structure. This orientation differ from functional structure previously followed ,in way it gives more emphasis on “what need to be done” instead of overemphasizing on “who needs to do something “. To further simplify the distinction between functional and process orientation; A functional orientation organizes a company along functional lines such as sales, marketing, production..., While process orientation means that the company focuses on business process such as order process and strategic planning. The main difference is that optimizing one functional unit may harm another function, but optimizing the business process across organizational lines helps the whole organization. 

 As per the structure of the CBE, there are core processes and support processes. Core process can be simply defined those fundamental process or group activities, which ought to be performed for the accomplishment of the organization key mission. In the other hand, support process are process that are performed for effective execution of the core process. 
2.3 Core and Support Processes of the CBE 
Core processes :-
 Customer Accounts and Transaction Services(CATS) 
 Credit 
 Trade Service 
 Interest Free banking 
Support Processes :-
 Human Resource Management 
 Information Systems 
 Facilities Management 
 Finance 
 Business Development 
 Risk and Compliance Management 
 Internal Audit 
 Legal and Loan Recovery 

 Office of strategy management 
 E-Payment Process 

The following are the sub process and administrative units Under CATS process; 
 CATS CPC- A sub process which is responsible for coordinating interbank relations as well as branch to branch transactions and relations. In addition, the sub process has a unit which serves as a cash custodian and distribution for four districts under Addis Ababa Area. The following units are found under this process 
 Automated Transfer System (ATS) –This unit is responsible for facilitating payment and transactions to or from other local financial institutions via the National bank of Ethiopia. 
 Customers’ Accounts and operation (CAO)- This unit is responsible for facilitating branch to branch transactions and coordination of branch relations. 
 Cash Custody and Issue –This unit is responsible for collecting cash in excess of cash holding limit and availing same for those branches, which need cash.(Currently it serve Addis Ababa Area branches) 
 Districts – A management unit which is responsible for a coordinating and supervising the process and functions of branches under its domain. Currently there are 15 districts. 
 Branch –the customer point of contact, which are designated to provide the bank’s product and services. 









Organizational structure of CATs process
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CHAPTER THREE:  
My  main objectives for the attachment  exercise
.  The main objective of this practical attachment course is producing qualified, confident and competent student, it has the following major significances.
· Benefiting students, by improving their skill and knowledge, increasing problem solving capacity, changing attitude and for preparing graduation paper ,It will minimize training cost incurred by employers
· To   empowering to make other research
· To know how to collect the data and interpret in practical
· Thing are easy to make the future work process 
· It also show that how can run up our ability  for the next working time	Benefiting university in such a way that can produce well trend man power, gathering information for problem solving researches 
· It is for the case that the apprentice to realize the theory in class to real world through practice.
· It is for that the apprentice should compare and contrast the economic thought with practical work is that how the problem is identified and the solution is found
· It is for that the apprentice to check the relation he/she has with others on work etc.
3.1 Attaches assigned routine and department participation forum	
· I opened account for more than 30 customers by supporting employees
· I check the name, date and signature of the customer to be filled properly. 
· I participated in different writing and typing activities that help for customer service.
· I accomplish a given work punctual and honestly by obeying the rules and regulation of the organization.
· I protecting the office resource from damage.
· I gave different service for department and customers. 
· I could understand how to deliver bank service to customers
· I could understand the different type of communications in the organization at all. 
· I have good communication with others at work place 
· I try to open the CBE birr account for more than 10 customer
· [bookmark: _Toc178236601]To ask necessary data I could communicate with banks manager and vis manager from time to time etc.
3.2 Attachment evaluation
3.2.1 SUCCSSE OF THE ATTACHEMENT EXRCISE 
• I worked my activities more time by standing for the lack of seat I have told to branch manager these problems to be minimized
• Through customer I have told to them to fill criteria properly  
• I have told to branch manager to find solution how customers fill all criteria	
3.2 .2 challenges encountered during the attachment
 I faced many problems, during I work this practical attachment the major ones are mentioned as follow as:-.
· For the first time the manager has not volunteer to accept our request
· At the beginning of time they didn’t give our full freedom to do activities independently 
· Low knowledge about the work flow /process of the bank 
· Low knowledge about the rules &directives of the bank 
· Low skill about the customer handling of the branch 
· Shortage of some extra or additional working materials like chair and computers for trainers.
· Some employees are not interested for sharing their experience.
3.2.3 how the challenges were solved 
The problem mentioned above are solved by:-I was try to adapt new environment and working condition gradually by studding behaviour of department member and sharing experience among them.
· To solve transportation problem I try to wake up early 
· The organization should have to buy additional materials like chair and computers that help for training 
· The organization should give the opportunity for student to participate in a given activities freely in order to improve their knowledge and producing confident professionals.
             







[bookmark: _Toc178236605]   Chapter four 
4.1. SWOT ANALYSIS
4.1.1 STRENGTH
Public confidence /Brand Image/
Large branch network and growing number of technology outlets
Employees' righteous attitude towards the bank's role in financial resource mobilization;
Large customer base (deposit accounts) and very strong market position;
Large investment  in technology and rapid connectivity among bank branches;
Large asset base, staff strength and progress in asset quality of the bank;
Established processes, procedures and systems;
Good working Environment	
4.1.2WEEKNESS
Employee competence gap;
The organizational structure didin’t commensurately go with the bank's fast growth;
inconsistent customer service quality;  
Low employee engagement level;
Low but improving risk-awareness culture;
Inadequate internal and external communication system;	
Low liquidity and capital to asset positions;

4.1.3. OPPORTUNITEIS
Consistent, stable and broad based domestic economic growth;
Growing foreign remittance inflow;
Large infrastructure and social development projects by government;
Global economic recovery and growth performance;
Large market (Population) with improving economic and social wellbeing;
Better success in reaching MDG goals;
Availability of new Banking technology in the market;
Expansion to new geographic markets;
4.1.4. THREATS
Growing competition in the industry;
Volatile commodity prices in the world market for export and import goods;
Poor telecommunication connectivity and power supply; 
Mismatch between demand and supply of credit and FCY payment;
Risk of technological obsolescence and expansion of cyber attack;
Inefficient domestic trade logistics especially in custom clearance system and freight transports;
Malpractices in the industry particularly on trade service activities. 
Loss of the the customer incase of high commission debited from the account of the customer




Chapter five 	
5.1. Recommendation and reference
I recommend that universities should create favorable practical program for students
·  Considering be these problems. I try to recommend my best solution as follows:-
· Enough budget  should be allocated for the organization
· The organization should assign  internship students at right place 
· The department and school have to create situation in which students  conduct this attachment  as much as possible
· The organization should minimize the commission debited from the account of the customer in the form of mobile banking 					
Reference
· The annual report of the company by the JUN 30 AND JULY 30 of 2014
· The website of the organization; www.combank.et, http//www.CBE service /PROD/Browser Service.
· The interview; information from the employers of the organization.
·  The daily activities.    
· From bank manager and vice manager 
·  From the employers who work at the bank 
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