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Executive Summary 

 

The study, concisely, deals with the challenges that the differently-abled persons 

(DAP) generally face to get access to banking services in Bangladesh. Being a 

financial intermediary, bank accepts deposits and grants loans by offering a list of 

services. Therefore, every person including DAP with certain criteria is supposed to 

have access to banking services. However, some related issues including existing 

banking policy, banking views towards them, mind-set and attitude of the bank staff 

etc. challenged such accessibility issue. 

According to a recently published newspaper report, a total 23,65,000 DAP were 

registered so far in Bangladesh under the government system (The Daily Prothom 

Alo; June11, 2022). Understandably, DAP have less contribution into financial 

development because of their limitation in capabilities. To enhance their financial 

capabilities, easy accessibility should have to be ensured to the regular banking 

services.  

This study adopted a mixed-method approach. First, on the quantitative part, a survey 

covered 400 bank employees by using a semi-structured questionnaire. Next the 

qualitative data were collected through conducting 10 KIIs with the bank executives, 

executives of government institutions and NGOs as well as; 4 FGDs with the DAP. 

Secondary documents have also been reviewed for triangulating the data and to find 

out the challenges that the DAP are facing with regard to get access to banking 

services. This study has also conducted a policy review to get the idea about disabled-

friendly banking service policy.  

Quantitative analysis was made using SPSS and Microsoft Excel considering 

descriptive analysis. Qualitative analysis was made by using content analysis. 

Experiences of the respondents were noted down, recorded, and categorized according 

to the similarities of the statements.  

The findings were drawn considering existing banking policy for DAP, comparison of 

the facilities provided by the banks to the DAP and to the persons without disabilities 

as customer. It has been clearly observed that the banking services have been 

designed grounded on the idea of “customer without disability”. Since the DAP 

required special attention and services based on their individual needs, they are 
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generally left behind of the usual bank services. The infrastructure like help desk, 

forms and documents, entrance, washroom facilities etc. inside the bank are also not 

friendly to the DAP to get easy access to the bank services. Besides, mindset and 

attitude of a good number of bank employees were found not positive to the DAP. 

Although, there have no specified policy for them, there have some circular issued by 

the BRPD of BB for DAP to get services in the banks. In reality, however, a little 

execution was identified. 

Some recommendations, thus, were drawn to help the bank authority and regulatory 

authority to consider to improve the banking services for the DAP in line with 

National Constitution, Disability Rights and Protection Act 2013 and the agenda 

(Leave No One Behind) of SDGs 2030 on December 11,2016. The following 

recommendations were made:  

  Proper documentation process is needed to maintain to record the exact 

proportion of DAP. 

 Training should be provided to the bank employees so that they can 

communicate and serve DAP well. 

 User friendly forms and customized banking software are to be provided so 

that DAP can use those comfortably.  

 Establishing one-stop support desk, infrastructural adjustment, agent 

banking facilities and training facilities for DAP are also recommended.  

 A strong banking policy on flexible bank operation is recommended to 

formulate for DAP along with proper monitoring system. 

 

The research would be useful and eye opening as its findings and recommendations 

could be used by the respective banks, regulatory authority and the government to 

ensure and facilitate banking services to all people including DAP of the country as 

part of „Participative Economic Development‟ through „upholding human rights‟.     
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CHAPTER ONE: 

INTRODUCTION AND BACKGROUND 

 

1.0 Background of the Study 

 

The International labor Organization (2015) described that discrimination and stigma 

are considered as main barriers which push a great portion of Differently-abled 

Persons (DAP) to the poverty, dependency and social exclusion.  

 

 DAP has become a major social and economic phenomenon in Bangladesh like other 

developing countries. In course of time, DAP have become the biggest minority group 

in the world as they have limited access to adequate care, health, nutrition, education 

and obviously financial activities (WHO, 2011). On the other hand, there is common 

miss perception to the DAP that they will not be able to do anything; thus accept their 

special needs and requirements. Even if the policy supports to provide services to the 

persons with disabilities in a way so that they can avail easily with their human 

dignity, but because of the mindset, it is obviously happening that the people with 

disabilities are not treating in a same way that the non-disabled persons are treating. 

According to Kitchen (2000), „Disability discourse has been, and to a large degree 

still is, overwhelmingly dominated by people who are not disabled‟. 

 

At first in Bangladesh, by dint of the Law formulated by the Bangladesh Government 

in 2001, the DAP were taken under the social safety net programs to protect them 

from the social discrimination and prejudice. At that time, the DAP got a recognizable 

opportunity to have an access to the banking services under the general banking 

policy by being enlisted as a beneficiary of SSNP (Social Safety Net Program). It is 

needless to say that any kind of economic participation for the DAP in Bangladesh 

remains doubtful because of their very poor access to social and economic security 

system. 

 

On the other hand, the first step for access to any banking service is to make a contact 

with the bank by opening a bank account. According to the Contract Act, 1872, every 

person, with the age of majority, sound mind and capability of making any contract by 

law, is fully eligible to get access to the banking services by opening bank accounts. 

Therefore, almost all types of DAP except the intellectually impaired persons are 

quite eligible to have access to the banking. Now, the main aim of this study is to 
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explore the challenges that may hinder what they face to get this access. It is a matter 

of hope that a few of the DAP already have this accessibility for the sake of 

Government SSNP allowance, so it would be easy to find out a way to manage a 

greater accessibility for them not only by critically analyzing the existing policy and 

challenges but also by accomplishing recommendations for a suitable policy. 

This study will provide an attitude to the existing level of knowledge in the field of 

finance and banking business specially in widening the category of service product 

and sources of earnings for banks. It will contribute a lot to the development of 

banking sector in our country as it will help bankers to diversify banking services in 

line with inclusive banking to achieve their target.  

 

Identifying gaps in the market for banks and suggesting innovative solutions can 

inspire financial institutions to develop inclusive products and services. This can lead 

to new market segments, increased customer satisfaction, and improved brand 

reputation. 

 

From the dawn of human civilization, the issue of the DAP was so controversial, 

acute and critical based on the socio-economic condition, geographical location, 

cultural dimension, religious belief. Still, they are facing discrimination and 

marginalization across the world within their developed cultural and social formation. 

They are highly disturbed by extreme poverty as they have very limited livelihood 

opportunities. 

 

Actually, there are a lot of barriers for them in gaining access to any of financial 

institutions (FIs) like bank and financial services, such as lack of physical access, lack 

of language interpreters, other‟s negative attitude, lack of especial policy and 

misunderstanding to them. By giving them opportunity to include in economic 

empowerment activities, they will be able to prove themselves as much productive, 

creative and efficient as the persons without disability performing the same jobs.   

 

Bangladesh Government for the first-time enacted Bangladesh Persons with Disability 

Welfare Act-2001 replaced by The Rights and Protection of Persons with Disabilities 

Act (2013) while this act will help protect and safeguard the rights and dignity of the 

persons with disability by ensuring their participation in the national and social 
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programmes and their general welfare. But this act has failed to show any roadmap on 

how the DAP will get accessibility to any kind of financial activities and services.  

 

According to recorded history of Bangladesh, BRAC microfinance program at first 

started a project for the DAP in 2011 in association with the Center for Rehabilitation 

of Paralyzed (CRP). Primarily, the loans were awarded to the some of their members 

with spinal cord injuries with regular interest rates and conditions like other members.  

So, the government SSNP and recently introduced microfinance program for them 

have primarily opened a new door to manage accessibility to financial activities for 

this marginalized group, though this program or initiative is still too small in nature 

and many initiatives on behalf of the government as well as other government and 

non-government organization, are yet to be done.   

 

The motivations that inspire me to undertake this research is that everyone deserves 

equal access to essential services, including banking, regardless of their disabilities. 

Access to banking services is crucial for economic inclusion and enable DAP to 

manage their finances independently, fostering their autonomy and empowerment. 

The research can shed light on existing challenges and suggest solutions that enhance 

accessibility, thereby empowering individuals to take control of their financial lives. 

By examining the accessibility of banking services for DAP, it contributes to creating 

a more inclusive society.  

 

1.1 Objectives of the Study 

 

The main objective of this study is to `explore the accessibility of the DAP in banking 

services in Bangladesh‟. To achieve this main objective, this study needs to study 

some specific objectives that are given below: 

 

 To find out the proportion of DAP as customer of the banks. 

 To identify the types of banking services and facilities provided to the DAP 

to get access in banks. 

 To find out the difficulties, if any, faced by the DAP in accessing banking 

services. 

 To investigate the existing banking policy for ensuring access to banking 

services by the DAP and recommend accordingly. 
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1.2 Rationales of the Study 

 

Some of the most marginalized people are the DAP as because of their functional 

limitation and inaccessible environment make them incapable to enjoy and show their 

full potential rather it creates dependency on others for care and support, loneliness, 

negative attitude and mind set towards them. But they have the same rights to dignity, 

social respect, equality, equity and freedom like a normal person has the opportunity 

to avail. The estimate of DAP accounts one out of seven which is 15 in percentage 

and this portion is enough to draw an attention in the world. More than 1 billion men, 

women and children are living with a disability according to the World Report on 

Disability, 2011. For a longtime, they are facing so many challenges like social 

barriers, negative attitude towards them, social exclusion, social isolation, economic 

exclusion, non-cooperation from other institutions. But now it is high time to dig out 

the main reasons behind situation of exclusion. One of the main thinking is that it 

needs to find out the roles and responsibilities that the government agencies, other 

government corporation and autonomous bodies and non-govt. organizations, private 

institutions in particular the FIs should perform and the gap which needs to be 

minimized to adjust and provide scope to the persons with disabilities towards 

mainstreaming of the society.  

FIs are the key driver to promote economic mobility and productivity in a country. 

Access to the service from the FIs is the rights of the citizen including DAP. But in 

many cases, this is almost absent. DAP are suffering much to get the usual services 

from the FIs particularly from the banking sector.    

 

This study has attempted to explore those challenges that the government and the 

policy makers of concerned organizations need to prioritize for solving to ensure their 

accessibility to the financial activities through banks; which will ultimately manage a 

general life standard for the DAP like others. Finally, it is to point out that the 

findings of this study will be helpful not only for the government but also for all the 

authorities of banks or non-banking FIs for sensitizing all issues that have been 

pointed out through this study. 
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1.3 Limitations of the Study 

The study has some limitations as presented below. 

i. This study has covered only banks but not FIs (FIs). And so, it is telling about 

the accessibility of DAP to banks but not to FIs. 

ii. This study covered banks only in Dhaka city. It has not covered all the other 

geographical locations of Bangladesh because of COVID restriction of 

movement during the study. 

iii. This study did not present the opinion of DAP‟s guardian or caregivers. 

iv. It also has a limitation of place and resources. 

 

1.4 Organization of the Report 

The whole study outline and contents have been framed with six thematic chapters. 

Each chapter deals with an especial issue with related and relevant information and 

literature review. Chapter one is concerned with the introductory discussion which 

include a short background history of the persons with disabilities and FIs. This 

chapter has also presented the clear broad objective along with the other specific 

objectives. As one of the most important issues, the existing gap concerned with this 

topic has been narrated in this chapter also the chapter has cited enough strong 

reasons as a part of the study rationale. Finally, the limitations of this study are 

mentioned. 

Chapter two is on Literature Review. The researcher collected number of research 

documents and reviewed those in line with the study objectives which clarified the 

concept of disability, concept of bank and banking service, concept of financial 

inclusion and the concept of access to banking services as an important part of 

financial inclusion of differently-abled persons. The situational analysis has discussed 

about the current policy-based position of the DAP and FIs in regard to service 

inclusion in the context of not only Bangladesh but also focus a bit of the world.  

Chapter three is all about methodology of the study which included study design that 

explains sources of data, covered study population and area, duration of the study, and 

sampling design. Other covered areas include survey implementation, distribution of 

respondents under each cluster, process of data analysis, limitation of study and 

ethical considerations.  
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Chapter four is on identification and explanation of the findings through analysis of 

data and information showing results of quantitative data and qualitative data in line 

with the study purpose.  

Finally, Chapter five is all about the study report synchronization containing 

conclusion and recommendations which provided synopsis about the study with what 

could be done better.  

The report also contained bibliography cataloguing the authors whose work 

recognized by the researcher as part of their contribution. And finally, the report 

contained annexes the list of tools that used to collect the data to complete the study.  
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CHAPTER TWO:  

LITERATURE REVIEW 

 

2.0 Introduction 

 

Literature review is an important work of a researcher to draw a comprehensive 

summary of previous research on the topic. The literature review surveys scholarly 

articles, books, and other sources relevant to a particular area of research. The review 

should enumerate, describe, summarize, objectively evaluate and clarify the research 

done in the past. It will help to establishes familiarity with and understanding of 

current research in a particular field before carrying out a new investigation. 

Conducting a literature review should enable to find out what research has already 

been done as a basis of the current research and also identify what is unknown within 

the given topic. It establishes the authors' in-depth understanding and knowledge of 

the field subject. It gives the background of the research and demonstrates how the 

research fits within a larger field of study. Provides an overview of the sources 

explored during the research of a particular topic. 

 

This chapter begins not only with evolution process of the term „differently-abled 

persons‟ which has occurred over the course of time but also with the historical aspect 

of these group of people in social perspective. This chapter will also try to answer to 

some basic questions such as how the concept of disability has emerged in the society, 

how social view towards them has changed and how the definition has been 

developed and why they need an especial attention as one of the biggest marginalized 

groups in the community. Similarly, the discussion is also plotted with the concept of 

bank as an institution and how the concept of a bank emerges and structured over the 

periods of time, and how the banking service delivery concept has been evolved over 

the time and how DAP are getting more attention as service recipient of the FIs.  

 

2.1 The Concepts 

Concept is a taught or idea that people can explore prior to do things. The word 

`concept‟ was borrowed from Late Latin conceptus, from Latin concipere „‟to take in, 

conceive, receive.‟‟ Concept is a theoretical idea conceived in the mind. It is an idea 

of something is or how it works.  
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2.1.1 The Concept of Disability 

May be, most of us are known to the term „disability‟ but necessarily do not 

understand much dipper of its meaning and one of the main reasons behind this is that 

most of us have never or ever tried to realize this or do not go nearer them. But within 

the last few years, the international and national governments along with the non-

government organizations have become successful to draw attention different 

segments of the society including service providing institutions to disable persons. 

Hyatt G.W. (2005) in his article „What is in a word? The evolution of disability 

language‟, pointed out that „Cripple, Handicapped, Disability, Physically Challenged, 

and Person with Disability‟ it does not really matter what term is used, does it? The 

answer is yes. It matters. When we identified someone and addressed as incapable, 

disabled, crippled, and handicapped it directly ignored the dignity of the person as 

human being. Anthropologist Bronislaw Malinowski suggested that „language and 

culture are indivisible, our language is our culture‟. But over the time culture of a 

society change and adopt with positivity eliminating the negativity of that particular 

society. When the term cripple, handicapped, disability etc. use generally we have an 

image of the person that he/she is a person with a plate on street for begging. These 

labels degrade individuals by focusing on their differences or incapability, rather than 

on the individuals themselves. This is something going against the human rights 

particularly against the philosophy of UNCRPD‟.  

Glenda Watson Hyatt also provided two different models in his article which is used 

in this research to provide clear understanding about the evolvement of the concept of 

disability.  
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 The medical or individual model of disability  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 The medical or individual model of disability treated a person with disability as  

  a problem.    

Is housebound 

Needs help and care 

Can‟t get up the steps 

Not fit for doing 

anything 

Looking for a cure 

Can‟t walk 

Can‟t use hands 

Can‟t see or hear 

Is sick 

Confined to a 

wheelchair 

The Medical 

or Individual  

Model of Disability 

 

The 

problems 

of the 

disabled 

person 
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    The Social or Structural Model of Disability 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The social model of disability treats the system as a problem not the disability.  

 

The International Labour Organization (2015) articulated in the publication titled as 

“Guidelines for the media” that „the term disability includes an extensive variety of 

unlike physical, sensual or cerebral impairments that may or may not disturb one‟s 

ability to perform their daily activities as well as their jobs‟. 

The United Kingdom has coined them as “disabled people” with an inner meaning to 

realize their identity and oppression within the social environment. The French 

languages call them as „les handicapés‟ which refers to those who have limits in 

health condition which is the result of any accident or environment. In Spanish the 

term is used as “inhabilidad” meaning the inability of people.  

It is enough to understand that the formation of disability languages emerged based on 

their societal history, cultures including their ideological sense. In other sense, it 

might be phrased as every term always expresses the degree of importance and 

significance given to them. 

Badly designed buildings 

Parking places 

No ramps in stairs 

Isolated families 

Few signs language 

interpreters  

Prejudiced attitudes 

Poor job prospects 

Segregated education 

Inaccessible transport 

Poverty and low incomes 

The Social  

or Structural  

Model of 

 

The 

problem 

of the 

disabling 

world 
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Zola (1989) summarized that the view of disabilities is considered as human variation 

with a view of universal human condition. Edwards (1997) described the disabilities 

as a result of impairments; disabilities are inherent in an individual while handicap 

look like an effect caused by social factors. Jones and Marks (1999) describe that 

every individual has physical, intellectual and emotional difference comparing to each 

other while a few of them have been disabled because of the social structures and 

organizations.  

According to the Disability Welfare Act of 2001, the definition of disability has been 

provided as “A person with disabilities one who is physically disabled either 

congenitally or as a result of disease  or  being  a  victim  of  accident,  or  due  to  

improper or  maltreatment or for any  other reasons has become physically 

incapacitated or mentally imbalanced as a result of such disabledness or one to mental 

impaired ness has become incapacitated, either partially or fully and is unable to lead 

a normal life”.  

„Disability is part of the human condition. Everyone is likely to experience it, either 

permanently or temporarily, at some point in their life‟ (WHO & World Bank, 2011, 

p.3). People with disabilities are diverse and not defined by their disability (Al Ju‟beh, 

2015, p.14; WHO & World Bank, 2011.p.7). There is no single definition of disability 

(Mitra, 2006, p.236). Defining disability is complicated as it is „complex, dynamic, 

multidimensional and contested‟ (WHO & World Bank, 2011, p.3).  

The indispensable basis of disability studies is that, disability is fabricated by cultural 

narrative of the human body, it‟s a system of producing subjects by distinguishing and 

labeling bodies. But in the past three decades, the concept of disability has shifted 

from individual impairment to a more social phenomenon.  

The UN Convention on the Rights of Persons with Disabilities (UNCRPD) recognizes 

that „disability is an evolving concept‟ (UNCRPD, 2006, p. 1). „Persons with 

disabilities include those who have long-term physical, mental, intellectual or sensory 

impairments which in interaction with various barriers may hinder their full and 

effective participation in society on an equal basis with others‟ (UNCRPD, 2006, p. 4). 

Fundamental human rights of persons with disabilities is that the Persons with 

disabilities are entitled to exercise their civil, political, social, economic and cultural 

rights on an equal basis with others under all the international treaties. Persons with 

https://gsdrc.org/topic-guides/disability-inclusion/background/definition-of-disability/#uncrpd-2006
https://gsdrc.org/topic-guides/disability-inclusion/background/definition-of-disability/#uncrpd-2006
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disabilities are often face discrimination and barriers in their everyday life that limit 

them from participating in the society like others on equal basis. There are several 

examples, they are often denied their rights to be included in the school and in 

economic life and work place, to live independently in the society, to give opinion 

through vote, to participate in sport and cultural activities, to enjoying social and 

economic protection, to get shelter to justice, to get medical treatment or to enter 

freely into legal commitments such as opening a bank account, and to inheriting or 

buying property. In the developing countries the rights of persons with disabilities are 

far from their reach to enjoy because of resource scarcity and also the understanding 

of the respective persons deciding at the policy level.  

A disproportionate number of persons with disabilities live in developing countries. 

They often live below poverty and going under marginalized condition. During 

humanitarian crisis and emergencies persons with disabilities are recurrently left 

behind, with very little to say or no say in the reconstruction of their lives and 

communities. They often neglected and violated of their human rights.   

The Convention on the Rights of Persons with Disabilities, which was adopted by the 

UN in 2006 and come into force in 2008, and many countries including Bangladesh 

are ratified the UN CRPD as one of the many countries in the world. This is a huge 

„paradigm shift‟ from traditional charity-oriented, medical based approaches to 

disability to one based on human rights. It is treated as inclusion and participation of 

persons with disabilities across the human rights, development and humanitarian 

agendas and highlights the rights and empowerment of the women with disabilities 

and children with disabilities as groups which face multiple and intersecting forms of 

discrimination.  

The UN High Commissioner for Human Rights, Michelle Bachelet affirmed, “The 

Convention on the Rights of Persons with Disabilities is not only an instrument for 

persons with disabilities. Its principles and provisions benefit the entirety of the 

human family because it strengthens our responses against exclusion, and segregation 

and indeed like the Sustainable Development Goals, it illustrates that reaching the 

furthest behind first is the key to leaving on one behind.”   

Gradually, the concept further evolved considering the social acceptance to the person 

as human being not as problem to repair and fix, or as a person depending on others.  
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 At first, the US Democratic National Committee coined the term as “differently-

abled” around the mid-1980s; and following this The Los Angeles Times (1985) 

reported that “In a valiant effort to find a kinder term than handicapped, the 

Democratic National Committee has invented as differently abled. The committee 

itself shows signs of being differently-abled in the use of English." 

But just before reporting the media, The Oxford Dictionary proposed to adopt the 

term “Differently-abled” as an alternative term of disabled people and handicapped 

for providing a positive message and avoiding discrimination towards people with 

disability. In the other sense, whoever the normal. 

It is commonly acknowledged that although people with any physical or mental 

impairment which limiting their usual functional abilities but yet they can do things 

differently as they have to grow with alternative skills either acquired by themselves 

or through others support.   

According to WHO „differently abled is a person who has impairment that produces 

functional limitations, restrictions in activities or has social handicap. Being 

differently-abled is a complex phenomenon which reflects an interaction between the 

features of a person‟s body and the features of the society in which he or she lives. 

Such persons are seen as being restricted in performing daily activities because of a 

complex set of interrelating factors, some pertaining to the person and some to the 

environment and social/political arrangements‟. 

 A publication of „Global Journal of Medical and Clinical Case Reports pointed out 

quoting through article „Differently-Abled People and Their Life, Giulio and Philipov, 

10 March, 2016 report that „the social concept of disability introduces the notion that 

society has erected barriers, physical or attitudinal, which affect a differently-abled 

person‟s life‟.  

People with mental or intellectual or physical conditions can do things as per their 

capacity and can-do things differently are called differently-abled person because they 

possess a unique set of abilities and perspectives. The term differently-abled 

recognizes talent and value in everybody and treats them equally. 
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2.1.2 The Concept of Bank and Banking Services 

The most general concept about a bank is that bank is a one kind of financial 

institution which takes deposits from the people and provides loan by creating a 

demand of deposit. The bank of England summarizes that a firm is mainly to perform 

some regulated activities like accepting deposit and at the same time it is also a credit 

institution. 

 

The standard concept regarding the bank is that banks are like payment agents which 

maintain current accounts and paying cheques for the customers with cheques 

collection deposited by customers. Banks also make payments to the customers 

through other methods like Automated Clearing House (ACH), automated teller 

machines (ATMs), Wire transfers or telegraphic transfer, and EFTPOS etc.  

According to Kashyap et al. (2002), „banks act like pure financial intermediaries 

which present a design of banking by which a bank is able to buy assets with the 

funds collected in the form of deposit. Cecchetti and Stephen (2008) defines that as an 

institution, banks are always active for borrowing from lenders and then offering the 

funds to the borrowers‟.  

Casu, Barbara, et al. (2006) describe that „like other financial intermediaries, banks 

keep continuing to play an essential role in the economy by managing a balance 

between surplus and deficit. Who has surplus money generally deposited to the bank 

or lend money to the bank as to utilize the surplus and earn an income. Bank uses the 

amount to support the borrowers for their purpose. They try to settle the needs of 

borrowers and lenders by converting the liquid deposits which is small in size and 

low-risk, into loans which is large in size, in high risk. At the same time, the 

summarization of banking services includes that a list of provided services developed 

under certain terms and conditions of that organization, are highly required for 

achieving the main goal of the bank‟.  

„Banks are considered very important for mobilization and allocation of savings in an 

economy while they can also resolve significant moral threat and oppose selection 

problems by nursing and shading borrowers and depositors. Additionally, banks play 

a vital role for guiding and investing funds in an effective manner; which will be the 

ultimate result of proper capital allocation, industrial expansion as well as economic 

growth (Berger 2003; Demirguc-Kunt and Haubrich 2003; Levine 1997).  
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2.1.3 The Concept of Accessibility of the DAP to Banking Services for Financial 

Inclusion  

It is better to begin this part with a primary understanding of financial inclusion by 

generalizing a definition in terms of our study title and all articulated objectives. 

„Financial inclusion is the provision of affordable financial services such as access to 

payment and remittance opportunity, loan, savings and insurance services adopted by 

a formal financial system for those who are considered as excluded‟ (Thorat 2008). 

FIs by removing barriers always create an opportunity for the excluded people for 

participating in the financial service through which they might improve their living 

standard. The other important point is that this part has helped us understand how the 

right to accessibility to the bank as well as banking services will create opportunity 

for the DAP to avail an easy access to the financial services for the needs. 

Financial inclusion is able to include all population especially the poor and the other 

excluded portion of the population to the financial services (Ozili, 2018). Many 

successful stories are available on financial inclusion all over the world remarkably in 

India (Nimbrayan et al; 2018). According to Anderloni et al (2007), the importance of 

financial products needs to be realized against decrease of social welfare facility, 

which is ultimately necessary for every person to manage their own necessary 

provision keeping aside the risk. In fact, 15 percent of world populations (WHO 

2011) are persons with disabilities who are the example of a huge untouched market 

considered as a great opportunity for financial service providers. In other words, one 

of the largest minority groups across the world is still unbanked. 

According to the Word Bank Global Financial inclusion (Global Findex, 2014), at 

global level 2.5 billion people which are about 40% of adult population are still 

without a bank account. The financial inclusion issue is still one of the main 

challenges for establishing it as one of the agendas for the local and international 

institutions, policymakers, central banks, FIs and government. According to the 

findings of several studies, people‟s participation in financial system have made them 

better able to initiate and enlarge business, capitalize in education, manage risk and 

cope with financial shocks (Kunt and Klapper, 2015; Singer and Oudheusden, 2015).  

One of the agenda adopted by Sustainable Development Goal 2030 is the promotion 

of sustained, inclusive and sustainable economic growth including full and productive 

employment and decent work for all including the DAP. 
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Centre for Financial Inclusion sets a dialogue in its website that 15 percent population 

of the developing countries are the persons having disabilities but only 0.5 percent of 

them are currently the clients of MFIs. May be, economic participation is not feasible 

for some persons with disabilities because of their severe disabilities, but most of 

them (80-85 percent) are enough capable of utilizing and getting benefit from 

financial services.  

According to a survey report (2013) conducted by Disabled People‟s Association 

(DPA), Singapore on “Access to Banking Services”, most of the people with 

disabilities have experience of facing barriers at the time of taking banking services 

like access to branches, ATMs as well as using security tokens to receiving telephone 

calls. ATMs and online banking are mostly used tools by person with disabilities to 

have access to banking services but the shortage of suitable and adoptable design for 

these tools are considered the key barriers.  

Earlier studies have tried to explore the challenges faced in India for expanding 

banking facility for the persons with disabilities. These researchers point out so many 

influencing factors like lack of awareness, access to education and employment 

opportunity, prejudices, weak policies, absence of funds service and monitoring 

authority etc. which are the root causes of active exclusion of persons with disabilities 

from general economic activities (Singh, 2017). 

The Indian Banks‟ Association developed a guide for customers with special needs 

and persons with disabilities in November 2017; where the mandate was that „all 

banking services like cheque book facility as well as third party cheque, ATM facility, 

net banking facility, locker facility, retail loans and credit card must be offered to 

blind and low vision customers without any discrimination. They also have a 

statement that accessibility of banking services can play a vital role to ensure the 

financial inclusion for the persons with disabilities‟ (Indian Bankers‟ Association 

Guide 2017). 

„People with disabilities face several exclusions in the mainstream microfinance 

institutions in Bangladesh. At the same time, MFIs face numerous challenges to serve 

these people. Even if it was not a formal analysis, it is still found that PWDs 

experience tremendous discrimination such as social, political, physical, cultural, 
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environmental serious barriers including formal and self-employment, less access to 

credit, government support and social safety net system‟ (Sarkar, 2019). 

Very few persons with disabilities have the access to microfinance (Cramm and 

Finkenflugel, 2008; Martinelli and Mersland, 2010) but it is not highly aligned with 

statement of United Nation Convention of the Rights of Persons with Disabilities 

(2008) where the clear articulation of equal opportunities for Persons with Disabilities 

have been marked. But, Lews (2004) clearly states that access to credit not only 

capacitates the Persons with Disabilities to make assets but also increase self-esteem 

and social acceptance in the society. 

Handicap International (2006) identified „two main barriers for persons with 

disabilities in their global study like personal level and environmental level. Personal 

level includes lack of self-esteem, self-exclusion, lack of educational qualification, 

inadequate technical knowledge, dependency on charity with some special condition 

and fear to social stigma. The environmental level is mostly concerned with 

attitudinal barriers, product design, and architectural and physical barrier. 

Additionally, Lang and Upah (2008) include another type of barrier which is technical 

barrier such as financial products design, group formation methodology, weekly 

repayment system, compulsory savings system and credit history‟.   

According to Islam (2011), Bangladesh Bank (The Central Bank of Bangladesh) has 

instructed to appoint a key-person at all branches of all the scheduled banks for 

increasing the accessibility of banking services for the physically incapable people in 

Bangladesh.  

„Four state-run banks (Sonali, Janata, Rupali and Agrani bank limited) and other two 

SBs (BKB and RAKUB) are recommended to disburse agricultural loan with a 

priority basis among the person with disabilities individually or jointly. These banks 

are also advised to follow the regulations for providing especial microcredit to make 

self-confident and include them into mainstreaming economic activities. These banks 

must adopt an effective monitoring system to keep the persons with disabilities out of 

any hassle by making them compliant and Bangladesh Bank will take this issue under 

regular monitoring‟ (Islam, 2011).  
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2.2 The Literature Gap 

A good number of literatures have been reviewed on the terminology of disability, 

accessibility to the banking service for the DAP and ensuring financial inclusion 

through serving the DAP. However, most of those research papers were on the 

banking services that have been provided by the banks and FIs to the general 

customers not the DAP. A few of the papers were found as focused a bit on the 

barriers faced by the DAP at banks.  

The following gaps were, thus, identified after reviewing the literatures: 

 It has been found that none of the papers pointed out the human right issue of 

DAP in banking services.  

 Exclusion of DAP in banking service was mentioned in a few papers, but the 

context was not clearly and particularly on Bangladesh. 

 There were some banking policies suggesting to provide banking services to the 

DAP but there was no indication how DAP can get access to those banking 

services. 

 All most all the papers did not provide specific suggestion and recommendation 

that a bank can consider regarding DAP.  

By considering the above gaps, this study mainly focused to detect the status of 

existing banking policy, and; the current services that are provided by the banks in 

Bangladesh to DAP with a desire to draw some recommendations on how the DAP 

can easily get access to the services in banks. 

2.3 The Context of the Study 

The national seventh five-year plan (2016 – 2020), adopted by the General Economics 

Division (GED) of the Planning Commission in 2015, was developed to speed up 

growth and empowering citizens while special attention has been given to the 

disadvantaged groups, including persons with disabilities. A 5-year National Disability 

Action Plan in 2006 was also developed to undertake various initiatives to include and 

protect people with disabilities. In December 2019, the government has passed the 

Disability Policy after enacted Disability Rights and Protection Act 2013 and getting 

approval from CRPD with assurance that the legislation will adhere to the human rights 

model of the disability. It is matter of hope that the government has designed a long-

term plan of actions (2018 to 2025) for implementation of disability inclusion. 
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As a part of employment and livelihood policies, the national disability policy or act 

encourages the employment of DAP as the government capitalizes 10 percent quota 

for the orphans and for the DAP. The national skill development Policy (2011) 

promotes their access to the skill training. The National Skills Development Policy 

2012 was also developed with the technical support from the ILO. The ultimate aim 

of this policy was to take them under the mainstreaming of the government vocational 

skills development training programs by arranging accessible accommodation and 

developing disability-inclusive training modules and curricula. The disability rights 

and protection Act (2013) has also adopted Social Protection policies which help the 

persons with disabilities to get the benefits. There are also the Education Policy 2010 

and the Comprehensive Early Childhood Care and Development Policy 2013 which 

have emphasized early learning centers/preschools of the children with disabilities. 

Similarly, the Disability Rights and Protection Act of 2013 also aim to ensure the 

access of every person with disability to either general or special education by 

prohibiting disability discrimination. On the other hand, the Disability Rights and 

Protection Act 2013, passed in October 2013, also deals with the national disability 

legislation.  

Unfortunately, there is no specific financial policy for the DAP which is supposed to 

include the rights, and accessibility pathways to the FIs like bank, microfinance 

institutions including savings group or insurance company. In this context, it is 

observable that only a little portion of the DAP have access to banking service while 

some of them also have this accessibility  

because of the employment opportunity powered by government quota reservation 

policy. The Bangladesh Bank posted a policy statement on financial literacy 

articulating that all people have access right to all financial products, services and 

information on banks and non-banking FIs.  

On August 9, 2018, Bangladesh Bank and the FIs Division of the Ministry of Finance 

declared that the first National Financial Inclusion Strategy (NFIS) would have been 

implemented from 2019 to 2024. Here the definition of financial inclusion is 

considered as the access of full range of financial services at an inexpensive condition 

ensuring minimal risk through a competitive financial market place.  
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Now, this study has attempted to take a closer look at the outside of Bangladesh to 

capture a vivid picture of the financial involvement concerned for the DAP. At the 

beginning, it is logical to start this discussion with the agenda adopted by Sustainable 

Development Goals (2030) Agenda for sustainable development has articulated 11 

references by the direct term-„persons with disabilities‟ while „persons in vulnerable 

situations‟ for further six references. This SDG agenda, in a nutshell, has promoted 

inclusive economic growth allowing the access of the persons with disabilities to the 

economic activities within the inclusive environment. 

It is remarkable that the recently formed disability inclusion campaign „The Valuable 

500‟ drew it attention in 2019 when seven of the world‟s largest institutions especially 

Bank of England, Lloyds Banking Group, RBS and HSBC UK joined this campaign 

by putting their signature. The main aim of this campaign was to accumulate 500 

global business institutions for putting the disability on the broad agenda. The 

campaign was mainly launched at the World Economic Forum‟s Annual Summit in 

Davos in January, 2019 with an expectation that the global business leaders would be 

accountable for disability inclusion which will be enlisted in  

their broad agenda. Here, all the biggest banks involved in this campaign have come 

to a united thinking that the respective banking sectors will address disability 

inclusion platform in business. However, it has been recorded first time in history that 

world‟s biggest business institutions are going to be united to end up the exclusion of 

the DAP by taking such an effective step.  

2.4 Conclusion 

The researcher reviewed number of reports and journals published nationally and 

internationally including banking policies to understand the current research in the 

area of banking service provided both for the DAP and person without disability prior 

to investigate the opinion provided in those documents. To identify literature gaps, the 

researcher did a thorough review of available literature in both the broad and specific 

areas of your topic. Besides, the identified gaps in the literature, the working area of 

this report is also mentioned in this chapter.  

In the next chapter for detail investigation of the thesis an explanation was given 

reasoning behind the approach to the research, methods for data collection, data analysis 

and other important areas of work. The research methodology is discussed in detail.    
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CHAPTER THREE:  

METHODOLOGY 

 

3.0 Introduction 

 

The methodology is the overall approach that underpins the proposed research. In this 

chapter, a way to systematically proceed and resolve the research problem will be 

shown in details. It will outline and discuss the research approach supporting the 

intended research. Here, the discussion will focus the various steps that are generally 

adopted in this study with the logic behind them. It may be understood as a science of 

studying how research is done scientifically. Specifically, the chapter includes 

methodology at a glance followed by study design. 

 

3.1 Methodology at a glance 

 

This study designed on a mixed method approach, using both quantitative and 

qualitative methods. The purpose of the application of the tools is to address the 

specific objectives mentioned earlier in the first chapter of the study. Secondary 

documents have also been reviewed here to have a better thematic understanding 

about the challenges that the DAP are facing in regards to get access to banking 

services like the persons without disabilities are getting from the bank. The study data 

analysis is the output of Descriptive Analysis. After analyzing data, to generate 

findings the researcher triangulated the quantitative data, qualitative data and 

secondary documents. Figure 3.1 presented below presents a way of overall research 

approach and methodology adopted for this study. 
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Figure 3.1:  Research Approach and Methodology at a glance 

                    Sources: Author’s own contribution 
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3.2 Study Design 

The study investigates the present scenario of the DAP as client of the bank and 

banking policy. The study adopted an embedded mixed method design. To get the 

detail about the situation of the DAP in regards to accessibility to banking services, 

various data collection techniques have been employed to gather data focusing the 

objectives of the study. The study cover bank employees through survey questionnaire 

and policy level people, executives of banks, government officials, directors of 

NGOs, economist and a group of DAP through key informant interview and FGD. 

Later, all the collected data were analysed and report generated. 

3.2.1 Study Population  

Bank executives and employees of scheduled bank positioning at different level; 

officials of government, national training institute in banking sector and NGOs were 

included and obviously the DAP were involved as the study population.  

3.2.2 Study Area 

As the capital of Bangladesh, Dhaka is considered as the central and core area for 

availability of all kinds of banks, government organizations and NGOs. It is to 

mention here that most of these banks and organizations are available almost all over 

Bangladesh and also act as the representative of organizations located in Dhaka. 

However, employer of the banks and other organizations generally based in Dhaka 

and common operations hugely available within Dhaka city.  

In Bangladesh there are a total of 10937 scheduled bank‟s branches of which 60% 

branches are operating in the urban areas and 40% branches are operating in the rural 

areas. Since the bank branches at operational level are providing almost similar types 

of products and services to its clients so it is assumed that there is insignificant 

difference between urban and rural bank branches. Secondly, gathering information 

from the DAP as bank client might not have any difference between urban and rural 

bank client. So, in this study the focusing area was Dhaka city. 

3.2.3 Sampling Design 

 

The sample designed considering the COVID 19 extreme pandemic situation in 

Bangladesh as elsewhere. The sample were designed conveniently and purposively 

including categories and number of respondents from each category and geographic 
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locations including bank branches. Sample were distributed among the Private 

Commercial Banks (PCBs), State Owned Commercial Banks (SOCBs), Specialised 

Banks (SBs), Islami Shariah Based Bank (ISBBs) and Foreign Commercial Banks 

(FCBs). While, executives from banks, government organizations and NGOs and 

some groups of DAP were selected as sample for qualitative part. 

3.2.3.1 Sampling Design for the Survey 

 

In this study, a quota sampling approach has been adopted. The population consisted 

of all scheduled banks in the study area. For survey, at first, 5 quotas were selected in 

the name of SOCBs, SBs, ISBBs, PCBs, and FCBs. 400 branches from those banks 

were subsequently selected using purposive and convenient sampling for each of the 

chosen quota.  

 

3.2.3.2 Sampling Design for the Qualitative Study 

 

The study also covered qualitative study to the groups that have experienced or 

knowledge about the services that the bank as financial institution is providing, 

existing rights and policies for DAP. Purposive sampling was used here for selecting 

the sample from executives of banks, government organizations and NGOs. Further, 

Convenience sampling was used to select the participants from DAP. 

The researcher covered 33 participants with the DAP as potential bank client to 

organise and facilitate four FGDs. It allowed participants and researcher to interact 

freely with one another to build an idea and conversation.  

The researcher also selects ten (10) important respondents who are highly familiar 

with the banking service and also problems that are encountered by the DAP and also 

have much knowledge about the policies related to banking service and rights of the 

DAP to conduct key informant interview (KII).  

 

3.2.4 Distribution of Respondents  

To understand the issues in detail and in-depth, study conducted numbers of branches 

of SOCBs, SBs, ISBSs, PCBs, and FCBs. The researcher also administered ten KII 

with different categories of respondents who were provided detail information to help 

the study.  Besides, four FGDs were conducted with DAP in relation to the study.  
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Table 3.1: Sample Distribution by Bank at Branch Level  
 

Types of Banks  Number of branches of banks 

SOCBs  90 

SBs 14 

ISBBs 53 

PCBs 232 

FCBs 11 

Total 400 

 

 

Table 3.2: Sample Distribution by DAP  
 

Types of Organizations Number of 

respondents 

Method of data 

collection 

Blind Education and Rehabilitation Development 

Organization (BERDO) 

8 FGD 1 

Bangladesh Disabled Development Trust (BDDT) 7 FGD 2 

Bangladesh Protibondhi Foundation (BPF) 8 FGD 3 

National Disabled Development Foundation 10 FGD 4 

Total 33  
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Table 3.3: Sample Distribution by the Key Informants 

 

Sl 

no 

Designation Name of the Organization Length of 

service 

experience 

1 Deputy Governor Bangladesh Bank  34 

2 General Manager Bangladesh Bank 23 

3 General Manager Sonali Bank Limited 17 

4 Senior Vice 

President  

Bank Asia 15 

5 Senior Vice 

President 

EXIM Bank 16 

6 Director General Bangladesh Institute of Bank 

Management (BIBM) 

33 

7 Professor 

(Economist) 

Dhaka School of Economics 30 

8 Joint Secretary Jatio Protibondhi Unnyan Foundation 

(JPUF), Ministry of Social Welfare 

20 

9 Executive Director

  

Blind Education and Rehabilitation 

Development Organization (BERDO) 

25 

10 Executive Director

  

Bangladesh Protibondhi Foundation 

(BPF) 

36 

 

3.3 Data Collection 

The researcher collected data for the purpose of the study in a systematic manner that 

enable to answer the stated research objectives and evaluate the outcomes. The 

following steps were followed to complete the data collection task- 

First, the researcher decided what information has to collect in detail to cover the data 

collection. Soon after determine the detail need of information want to collect, set a 
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timeframe for data collection, determine the data collection methods and collect the 

data and; finally, analyze the data and extract the findings in a presentable form.   

A set of three tools were developed to collect the data. These are as follows: 

1. Questionnaire for survey  

2. Key Informant Interview questionnaire  

3. Check List for FGD 

The questionnaire for survey applied to the bank employee at bank branch level, Key 

informant interview questionnaire applied at the different level of personnel employed 

in banks, government institutions, training institutions and NGOs working for the 

wellbeing of the DAP and; also, an economist. FGD checklist applied with the DAP 

group to collect data.  

The quantitative data were collected by a team of trained data collector under the 

direct supervision of the researcher. However, the researcher directly involved for 

collecting qualitative data from bank employer, government organizations and NGOs.  

Secondary data were collected through reviewing the journal, research paper, 

document, newspaper etc. both in hard and soft copies.  

3.3.1 Sources of Data 

Data have been collected from both primary and secondary sources to explore the 

result of this study objectives. 

 Primary Sources 

This study has included interview with the executives and employees of banks; 

officials of government and NGOs. A semi-structured questionnaire was developed to 

conduct this interview for the key informant interviewers considering that it would be 

impossible to get more than one chance to reach them to execute the questionnaire. At 

the same time, semi-structured formation was administered to interview the 

employees as managed to get enough time to have a conversation with them. At the 

last stage, FGDs were facilitated with the DAP to cite a narrative explanation of their 

opinion in the form of data for a better understanding about the situation of 

accessibility in the banking service experienced by the DAP. Besides, responses of the 

DAP have been gathered purposefully and carefully to investigate their opinion 

regarding services they are receiving from the bank. The main focus of collecting data 
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from the DAP were to inquired about the accessibility issues and level of satisfaction 

as client and also to get their opinion as recommendation to improve the situation. 

 Secondary Sources  

Secondary documents like books, published research reports, articles, national and 

international journals, magazine related to disability, bank and banking services, 

research design, financial inclusion and FIs, different national and international 

government policies including SDG related documents have been reviewed to 

develop this study and try to correlate with primary data as to get reliable 

information. 

 

3.3.2 Data Collection Tools and Techniques 

Different types of tools were developed prior to collect the data from the various 

respondents. The tools were finalised under the guidance of the honourable supervisor 

and administer those later accordingly. The following data collection techniques were 

adopted to collect data: 

 Questionnaire Survey 

 Key Informant Interview  

 Focus Group Discussion  

 Document Analysis 

Questionnaire Survey 

A semi-structured questionnaire was developed with a mixed of close-ended questions 

and some open-ended questions in line with the objective and considering the study 

indicators as well as respondent‟s basic information and information of the service to 

customers. Questionnaire was deployed among the survey respondents i.e., bank 

employee at the branch level and collected data through face-to-face interview by the 

interviewer. 

Key Informant Interview (KII) 

Key informant interviews are in-depth interviews with people who know what is 

going on in the areas. The purpose of key informant interviews is to collect 

information from a person who has vast and deeper knowledge about the matter. 
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In this technique the interview was facilitated by semi-structured questionnaire that 

contained maximum open-ended questions with some close-ended questions to get the 

qualitative information related to the study.  

Focus Group Discussion (FGD) 

A focus group discussion is an effective way to gather people together from similar 

background or experience to discuss a specific topic of interest. A total of four FGDs 

were planed inviting relevant DAP taking part of the discussion based on a checklist. 

The facilitator used a discussion guide while a note taker has recorded the discussion, 

comments and observations on the note pad. FGDs has been designed with a view to 

explore the opinions and views of the DAP to collect a wide variety of local problems 

relating to the banking service and their life experience as a unique slice of reality.  

Document Analysis (Secondary Data) 

Secondary data is the data has already been collected through primary sources and 

made readily available for researcher to use for their own research. Document review 

is a process of analysing data collected from another researcher who primarily 

collected this data for another purpose.  

Reviewed relevant documents and articles, annual reports, government‟s records, 

NGO publications, journals, magazines, newspaper, reports by research scholars, 

universities, public records etc. 

3.3.3 Survey Administration 

In order to get the quantitative data from the entities a systematic data gathering 

process was followed. Base on the research objectives and expected outcome the 

researcher designed the questionnaire for the survey, meet the entities, gather 

responses, and analyse the responses later while generating the report.  

  

Field Team Structure  

A field team was selected, trained and deployed for collection of data. The field team 

was under close supervision of the principal investigator (PI). The field personnel 

were divided into 5 teams, each team containing 1 field supervisor. Each team was 

also provided with a field plan to collect data in a systematic manner.  
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Orientation of Field Investigators 

Principal Investigator (PI) arranged 2-days long orientation. The orientation also 

included role playing and mock interviews, then a review session was also arranged. 

The orientation ensured uniform understanding among survey staff about the study 

approach, its results, and data verification process. 

  
Field Works  

The data collection team of 5 (4 representative and 1 supervisor), conducted field 

works for nearly 10 months and completed the data collection activities in first week 

of July 2021.  

 

3.4 Data Analysis approach 

With the purpose of gathering useful information all the collected data were 

inspected, refined and edited; entered into system; transformed them in a way so that 

it can give an overview to conclude and support to get a decision by the researcher. 

Descriptive analysis was taken into account for analysing data. 

 

3.4.1 Quantitative Data  

In case of quantitative data analysis, we need to represent the data in the numerical 

form and subject this data to statistical analysis. The key unit of analysis in the study 

was banks; and results were summarized for the study objective. Data was analysed 

using SPSS and Microsoft Excel.  

The results of data analysis were presented through using different techniques like  

- Textual/descriptive presentation  

- Tabular presentation  

- Diagrammatic presentation  

- Frequency distribution (numbers, proportions, percentages) 
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3.4.2 Qualitative Data  

The qualitative data that was collected through different qualitative methods was 

analysed using content analysis. In content analysis approach firstly, the data was 

generalised and then identify some categories by considering the content of the data. 

After then input the data into the respective category. At the end, comparing 

qualitative findings with its relevant quantitative counterpart to enhance 

understanding of the study. 

3.4.3 Triangulation of Data  

The qualitative and quantitative data analysis was made separately, and their findings 

were triangulated with document analysis as shown figure 3.2. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3.2: Triangulation of Data 

                                           Sources: Author’s own contribution 
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3.5 Study Duration  

 

Phases Tasks Estimated time 

1
st
 phase Literature review and proposal writing September - December 2018 

2
nd

 phase Course work and data collection through 

questionnaire survey  

January,2019 - October,2020 

3
rd

phase  Data collection through interviews and FGD November,2020 – June, 2021 

4
th

 phase Data Analysis July -October 2021  

5
th

 phase Findings and conclusion November 2021 – June, 2022 

 

3.6 Ethical Considerations 

Institutional ethical clearance was taken from University of Dhaka. Consent was taken 

individually from the respondents of the study before starting their interviews. Study 

respondents were informed about interview duration, voluntary participation, 

confidentiality of the information, anonymity of the participation, freedom to response 

any questions, and use of information only for research purpose.  

However, while analyzing the data, the researcher stayed open and kept herself 

unbiased even if the patterns and results were unexpected. The researcher fully relied 

on the collected data and reviewed documents to completed the analysis.  

3.7 Conclusion 

Both the quantitative and qualitative data collection methods were adopted to 

complete the research. A sample frame was designed prior to collecting the data 

distributed among the study population. Tools for data collection were designed and 

finalized with the feedback of the supervisor. Team of data collectors was recruited 

and trained prior to collect the data from the field. While collecting data close 

monitoring was introduced with a view to ensure data quality and to provide 

immediate feedback to the data collector. Researcher also took part in collecting the 

data.  
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CHAPTER FOUR:  

DATA ANALYSIS AND FINDINGS 

 

4.0 Introduction 

Subject to the earlier collected data were critically reviewed and clustered the 

summarization by the researcher to conclude the decision. Through data analysis, the 

researcher wants to come to the findings that are derived from the data to be used to 

make informed decisions along with conclusion.      

In this anecdote, it has explored that the bank‟s background information regarding the 

DAP. The background information provided regarding the services the banks were 

offered to the differently abled person and also persons without disabilities. Here, 

findings on the information of the DAP and banking services have also been part of 

this section. This was helped to draw a line between the services that the banks were 

providing to the other customers other than DAP. 

Specifically, the chapter started with describing the conceptual framework of the 

study followed by data analysis. 

 

4.1 Conceptual Framework 

The previous literature review and the present situation of the DAP have provided a 

better understanding of how the disability word has been defined and conceptualized 

in terms of social and religious perspectives. Being aligned with the Convention on 

the Rights of Persons with Disabilities and its Optional Protocol on 30 March 2007, 

Bangladesh was successful in developing „Rights and Protection of Persons with 

Disabilities Act 2013‟ and passed in October 2013. However, the national seventh 

five-year plan (2016 – 2020) did not have special attention for them. But, the 

government has taken a long-term plan of action (2018 to 2025) to implement 

disability inclusion. 
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Figure 4.1. Along the way of Conceptual Framework from Bank Policy Development 

to drive towards the Financial Inclusion to their Life Changes Progression. 

Sources: Author’s own contribution 
 

Now, by acquisition of the disability Act 2013 was an important step to ensure 

protection policy, prohibition of degradation, including disability legislation. 

Additionally, the Education Policy 2010 and the Comprehensive Early Childhood 

Care and Development Policy 2013 have paid a comprehensive attention to the social 

rights of DAP. So, these approved policies, Acts, and legislation have tried to ensure 

social inclusion but, at the same time, have failed to provide financial facility for this 

marginalized group. 

According to Sarker (2015), Bangladeshi MFIs are not that concerned about the 

financial inclusion of disabled people; they instead focus on generalization. A smaller 

number of their customers are DAP, but they are unable to give an exact figure. 

Moreover, MFIs do not have disabled clients- friendly policies, and they never scale 

up their activities for financial inclusion in Bangladesh. This Paper aims to see how 

the hamstrung people are financially incorporated with the mainstream microfinance 

institutions in Bangladesh. 
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Bangladesh Bank has already directed the provisions that a special person must be 

deployed in any branches of all scheduled banks for providing support to DAP at the 

bank. Although all kinds of development continue for the DAP, Bangladesh bank has 

not yet laid down any special policy or guideline on how these marginalized persons 

will have smooth, easy, and suitable access to the banking services. 

According to the Disability Rights and Protection Act 2013 article 16:  

„A person with any disability is entitled: 

a. Rights to survive and develop to full extent;  

b. Equal lawful recognition and accessibility in justice regarding to any cases like 

ordinary people; 

c. Legacy right; 

d. Freedom of expression and ingress to particulars; 

e. Right to live in society with parents, valid or legal guardian, children and family, 

right to establish a marital relationship, and form a family; 

f. Accessibility right 

g. Right to participate entirely and effectively in social, economic and state activities 

considering the deferent aspects of disability; 

h. Right to participate in integrated/inclusive education considering the accessibility 

and appropriateness to take opportunities in every nook and corner; 

i. Right to employment at government and non-government organizations; 

j. Right to continue employment if disability occurs in the course of employment, or 

to receive appropriate rehabilitation and compensation; 

k. Right to get protection from oppression and right to avail a safe and healthy 

environment; 

l. The right to get the maximum health benefit and care on the basis of availability; 

m. Right to get an environment- friendly establishment and up-to-date 

accommodation and above all kinds of comfort conducive to the necessary 

progression in academic institutions and workplaces in all applicable cases; 
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n. Right to get support services and rehabilitation with the aim of becoming fully 

integrated in all spheres of social life by collecting contemporary on its basis of 

physical, mental and technical capacities; 

o. Persons with disabilities who are dependent on the parent or family if 

unfortunately get separated from the parent or family causes stress, have the rights 

to proper accommodation and rehabilitation; 

p. Right to participate in cultural, entertainment, tourism, leisure and sports 

activities; 

q. Right to adopt Bangla as gesture language by hearing and speech impaired 

persons in accordance with their willingness; 

r. The right to keep all the personal information confidential; 

s. Right to formation and management of self-help organizations and welfare 

organizations or associations; 

t. Right to receive national identity card, inclusion in the voter list, voting and 

participation in the election; and 

u. Any other rights as determined by the government in the official gazette‟. 

4.2 Data Analysis 

In this section data has specifically been collected and gathered regarding what kind 

of health is getting through banking service provider to the customer including the 

DAP are presented in a way as it is collected through adopting study methodology and 

practicality of questionnaire. 

4.2.1 Banker and Customer Relationship 

While pointed out about bank and its customer there are some specific attributes of 

them in respect of constructive relationship based on the requited interest.   

Banker  

A person who is dealing with money doing the banking business generally named a 

banker. However, defining banker is not an easy task since a banker performing 

multifarious functions. The term banking may be defined as accepting a deposit of 

money from the public for lending or commercial investment of that particular money 

that is repayable on demand or otherwise and with a draw by cheque, draft, or order. 
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Banker is dealing with others money with his/her own system created by the bank. A 

banker is not only a depositor but also act as an agent of advising on financial matter.  

Customer 

A person who has a bank account in his name and the banker undertakes to provide 

the facilities as a banker is considered a customer. In other words, a single banking 

proceeding is not sufficient to make a person a bank customer. He/she must associate 

with the bank through an account for a scheduled allotted time span or period. This 

condition is commonly known as the duration of the dealing or duration theory. 

However, it is generally understood that a banker is the person who serves for the 

bank towards its customers under the banking procedure, while a customer is the 

person who is going in contact with the bank to receive banking services and do 

transaction under certain rules of the respective bank.  

To constitute a customer, the following requirements should be fulfilled; The bank 

account may be savings, current or fixed deposit must be operated in his/her name by 

making a certain amount of money must be paid and deposited on time. The dealing 

between the banker and customer must be of the nature of the banking business.  

The general relationship between the banker and the customer are as follows: 

  

 

 

 

 

 

 

 

 

 

 

Figure: 4.2:    Types of the Relationship between Banker and Customer 
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4.2.2 Different Types of Bank Services  

Banks provide financial services to its customers to manage better financial lives. As 

technology-based services and competition increases, banks are offering different 

types of services to attract customers.   

Banks are providing numbers of services and products to its customer. However, what 

kind of assistance is offered from one bank to another and how their cooperating the 

valued customers with the capacity of handling those services.  

The banks commonly providing services like- 

Opening of new bank account (single and joint account): The bank provides 

various services to the new customer by opening a new account as part of their 

business.  

Collecting Deposit: Various types of deposits are collected from savings group or 

account holders is the primary function of a bank. Banks receive the deposit from 

those who can save money but cannot utilize it in profitable sectors. People prefer to 

deposit to get a kind of service that leading to a monetary gain  

Loan & advances: Banks are profit-oriented business organizations. So, they have to 

provide loan &advances to the public and generate interest from them as profit. After 

keeping certain cash reserves, banks provide short-term, medium-term, and long-term 

loan & advances as an encouragement to borrowers.  

Secured Overdraft: As needed to the customers the bank provides secured overdraft 

facilities against their deposits scheme. This overdrawn amount may be upto 90% of 

the said deposit amount. Interest is charged as declared previously from the customers 

on the overdrawn amount.  

Discounting of Bills of Exchange: Discounting of Bills of Exchange is another 

popular type of lending by modern banks. Through this method, a holder of a bill of 

exchange can get it discounted by the bank. In a bill of exchange, the debtor accepts 

the bill drawn upon him by the creditor (i.e., holder of the bill) and agrees to pay the 

amount mentioned on maturity. After making some marginal deductions (in the form 

of commission), the bank pays the bill‟s value to the holder. When the bill of 

exchange matures, the bank gets its payment from the party, which had accepted the 

bill. 
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Collection and Payment of Credit Instruments: Different credit instruments such 

as the bill of exchange, promissory notes, cheques, demand draft etc., are used in 

modern business. Banks deal with such instruments. Modern banks collect and pay 

different types of credit instruments as if their motif to ensure that they should able to 

enjoy all the benefits as they perform the representative   of the customers. 

Foreign Currency Exchange: Banks (Authorized Deader Branches) deal with 

foreign currencies. As customers requirement, banks exchange foreign currencies 

with local currencies, which is essential to settle down the dues in the international 

trade. 

Bank Guarantee: Customers are provided the facility of bank guarantee by modern 

commercial banks. When customers have to deposit certain funds in governmental 

offices or courts for a specific purpose, a bank can present itself as the guarantee for 

the customer instead of depositing funds by customers. 

Remittance of Funds: Banks help their customers in transferring funds from one 

place to another through TT (Telegraphic Transfer), cheques, drafts, etc. It also 

transfers the funds from one bank to another bank through RTGS (Real Time Gross 

Settlement).  

Credit cards: A credit card is a card that allows its holders to make purchases of 

goods and services in exchange for the credit card‟s provider immediately paying for 

the goods or services. The cardholder promises to pay back the purchase amount to 

the card provider as it will be returned with interest in sometime. On the other hand, 

cardholders can purchase the goods or services without interest for 45 days from 

statement date. Besides this card-holders can purchase 0% interest by EMI (Equated 

Monthly Installment). 

ATMs Services: ATMs replace human bank tellers in performing giving banking 

functions such as deposits, withdrawals and account inquiries. Key advantages of 

ATMs include: 

 24-hour guaranteed round the clock service  

 Elimination of labor cost 

 Convenience of location 
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Debit cards: Debit cards are used to withdraw funds directly from the cardholders‟ 

accounts electronically. Most debit cards require a Personal Identification Number 

(PIN) to be used to verify the transaction. 

Online banking: Banks offer online banking that allows account holders to access 

their account data via the internet. Online banking is also known as “Internet banking” 

or “Web banking.” Online banking through traditional banks enable customers to 

perform all routine transactions, such as fund transfers, balance inquiries, bill 

payments, and stop-payment requests. Some even offer online loans and credit card 

applications. Account information can be accessed anytime, day or night, and can be 

done from anywhere. 

Mobile Banking: Mobile banking (also known as M-Banking) is a term used for 

performing balance checks, account transactions, payments, credit applications, and 

other banking transactions through a mobile device such as a mobile phone or 

Personal Digital Assistant (PDA). 

CSR (Corporate Social Responsibility): Banks provide not only financial services 

to generate profit/interest but also provide CSR for the betterment of the society, the 

CSRs are scholarship to the student, medical assistant to the poor, assistance to the 

Prime minister‟s relief fund, feeding to the poor people during the 

emergency/pandemic situation of the country.  

On the basis of the needs of a person bank provides such kind of supports to its 

valuable customers depending upon the availability of the service and product it has. 

Financial needs depending upon the requirement of an individual, no matter whether 

the person is a person with disability or without disability.  

Since the DAP have the right to get banking service like others so, the DAP denied 

getting of the banking services even for their own disability. It is because financial 

service from a bank may help to live easy and better to manage the confidential 

exchange for their day-to-day financial transactions. Banking service also helps a 

person to grow economically.  

However, being a bank customer, one has to fulfill some requirements to apply either 

for opening a bank account or doing cash deposit or for requesting for a loan. Bank 

generally requires a bunch of documents for specific reason to provide the expected 
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service of a person. This procedure is also required and mandatory even for a person 

with disability.  

4.2.3 Documents Required for Opening an Accounts   

Without any document there is no transaction at bank. In any form of transaction 

either depositing at bank or withdrawing amount from a bank, a person should be a 

bank customer first through opening an account in the bank. Documents are also 

required for each of the banking transaction.  

 Opening a Current Accounts and/or Saving Accounts 

A person should be legally eligible for doing a contract is allowed to open a bank 

saving account. Age of the person to be a bank customer should be 18 years or above. 

However, for some banks minor can also be allowed to open bank account under 

certain terms and conditions like school banking. On the other hand, current account 

is an account generally used by the business people. 

Requirements for opening a current account and/or savings account   

- Apply through the prescribed application format provided by the respective 

banks; 

- Number of passport size photograph for the desired accounts holder/s; 

- National ID card of the prospective bank customer/s; 

- Number of passport size photographs for nominee/s; 

- National ID card of the nominee/s; 

- Acknowledgement of an introducer is required; 

- E-TIN (if any) document; 

- Trade License of the organization/person/s (for Current account).  

- Some other documents specifically required as per need of the bank other than 

above documents.  

While opening a joint account, all the applicants should have to provide their National 

ID card, number of passport size photograph for each of the prospective account 

holders, and other documents as asked by the respective bank.  
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For proprietorship business some additional documents are required like trade license, 

mandate of the proprietorship, membership of local chamber of commerce/business 

community, for limited company there should be photocopy of company registration 

etc.  

 Partnership Account Opening 

According to the nature of the bank account for partnership all the partners are 

required to produce the following documents to open the partnership accounts.  

- Valid Trade License 

- TIN Certificate 

- Copies of passport size photographs of all partners 

- Partnership deed (signed by all partners) 

- Partnership Account Agreement on Taka 2000 Stamp Paper with Notary 

Public; and  

- any other document required by the bank. 

And for private limited company the following additional documents are required.  

- Certified copy of Memorandum & Articles of Association 

- Certificate of incorporation 

- Resolution of Board of Directors for opening & operation of the account 

- List of Directors with their father's & mother's name 

- Copies of passport size photographs 

- Photocopy of National ID of all directors who are authorized to operate the 

account 

Besides the above-mentioned issues there are some other types of bank accounts that 

may require for a person to operate. Opening of those accounts bank may demand 

some specific documents like opening a Trust account or Society account etc.  
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4.2.4 Opening and Operating Bank Accounts 

Analyzing the requirements mentioned above it can be understood through the 

discussion that opening a bank account is not easy for DAP. Now the question is, how 

difficult it is to open a bank account by DAP?  

While investigating the system of banking service provided by different banks the 

researcher tried to dig out what are the additional supports that are provided by the 

bank in case of DAP customer as they needed accessible infrastructure and adjustable 

accommodation and services for them according to their rights stated by the 

„Protibondhi Backtider Odhikar O Surrokha Ain 2013‟ (Disability Rights and 

Protection Act 2013).   

4.2.5 Respondents‟ Demographic Information  

The researcher was met number of respondents under three different categories for 

collecting the data as to meet the designed sample in order to get the information for 

the study. According to the design study- 

a) Respondents Category One  

The researcher gathered data regarding accessibility and adjustable accommodation in 

the banking services by the DAP as bank customer. The researcher operates a survey 

of total 400 junior, mid and senior level bank staffs holding responsibilities at 

different clients‟ service points of the bank branches and also the officials at the 

administration and management level of the local bank branch like bank manager as 

coordinator of providing banking service through their respective branch. 

Questionnaire was used for collecting data from this group of respondents.    

The bank employee was mostly working at bank branch level providing banking 

services directly to the bank customers. This category of bank officials was directly in 

contact with the customer for providing any banking services from their respective 

bank.   

  



44 
 

Table: 4.1: Interviewed Bank Staff by Level of Management  

Designation Category Frequency Percentage (%) 

Junior Level of management 171 42.8 

Mid-Level of management 176 44.0 

Senior Level of management 53 13.2 

Total 400 100 

 

In this study a total of 171 senior officer, executive officer, assistant officer, 

management trainee officer, operation manager, assistant regional officer, officer, 

operation in charge,  and assistant manager were considered as junior level of 

management of the respective banks, The junior level of management (43%) of the bank 

is mainly responsible to look after investment client, bank accounts holders, records 

and register, issuing cheque book, opening bank accounts, providing information, 

clearing cheque, posting in ledger, debit and credit posting, issuing telegraphic 

transfer and demand draft, handling cash deposit and cash delivery etc. They are 

mostly the frontline workforce of a bank branch directly communicating to the 

customers.  

Operation manager, principal officer, senior executive vice president, assistant vice 

president, senior principal officer, senior executive officer, relationship manager, 

executive vice president, fast assistant vice president, fast assistant general manager 

and deputy manager were mentioned as Mid-level of management in this study. A total 

of 173 mid-level bank officials (44%) were handling the similar works like junior 

officers of the bank. Besides, they have a little supervisory role to look after the 

responsibilities of the junior officers and also handling more sensitive matter of the 

banking.  

The senior level officers in the branch designated as bank manager were mostly 

looking after the administration and management of the day-to-day banking service 

through its staff members of his/her respective branch. This survey covered a total of 

53 (13.2%) senior level bank officials at branch level. The senior level bank 

employees were assistant general manager, senior vice president, vice president, 

deputy general manager, assistant fast vice president and fast assistant general 

manager. They are mainly responsible on supervision of the banking service and its 
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staff members and providing friendly and responsive customer service through 

different service desks of their respective bank branch. The senior level officers 

generally handle customer complaints in a positive way, delivering solution to the 

branch operation, coordination with relevant departments, linking with head office 

etc. including indirect customer services.   

While surveying all the branch level officers (junior, mid and senior level) regarding 

the research all of them helped a lot through answering the quarries on the discerned 

questionnaire.   

 Academic Qualification of interviewed branch officers 

A total of surveyed officers, 25 (6.25%) of them were completed bachelor level of 

education, 374 (93.5%) were completed master‟s level of education and only 1 

(0.25%) was completed FCA, the professional education. The surveyed workforces in 

a wider sense were academically qualified comparing the literacy rate of the country.  

Table: 4.2: Academic Qualification of Bank Employee 

Academic Degree Frequency Percentage (%) 

BA, BBS, BSc, BSS 25 6.25 

FCA 1 0.25 

M.COM, MA, MBA, MBS, MSc, MSS 374 93.5 

Total 400 100 

 

The respondent‟s knowledge level is far better since they were highly educated 

comparing to the people having lower level of education in Bangladesh. So it is 

considered that they have better understanding about the situation of DAP and person 

without disability in the banks.   

 Bank Employees‟ Length of Experience in Banking Service 

The researcher met a total of 400 bank employees at the branch level to let it that 

know their length of experience regarding subject to banking services for the clients 

provided by their respective banks. The researcher dug out to know the length of 

experience of each employee to provide banking services to their clients including 

clients with DAP as the front-line bank officers (employees). Out of 400 interviewed 



46 
 

banks official‟s length in banking service of 186 (46.5%) bank officials were ranging 

from 1 year to 5 years, 100 (25%) were experience in providing banking service 

ranging from 6 to 10 years, 58 (14.5%) officers were experience ranging from 11 to 

15 years, and 56 (14%) were serving bank customer more than 16 years.  

It is assumed that all the bankers were experience enough to handling its customers by 

providing various help desks. Freshers in banking service may not have experience 

enough handling different services extended for their customers. The bank officials 

who have been working for their respective bank from 1 year to 5 years were fall 

under those categories.  

It was observed that the employees who completed more than 10 years in banking 

service are experience enough to explain detail about the services provided through 

different service desks the level of satisfaction of the customer and the hassles that the 

customer faced including DAP customers.   

Table: 4.3: Duration of Employment in the Banks  

Duration of employment (Year‟s) Frequency Percentage (%) 

01-05 Year‟s 186 46.5 

06-10 Year‟s 100 25 

11-15 Year‟s 58 14.50 

16- Above (Year‟s)   56 14 

Total 400 100 

 

b) Respondents Category Two 

The researcher met with bank executives of central bank and other banks who are 

responsible to provide direction to the others bank on behalf of government and their 

respective bank. Here, Deputy Governor, General Manager and Senior Vice President 

are considered as bank executives. A total of five bank executives from Bangladesh 

Bank, Sonali Bank, Bank Asia, and EXIM Bank were interviewed through KII. 

Besides the researcher also met with one Economist, one director of Bangladesh 

Institute of Bank Management (BIBM) and three senior officials directly dealing with 

DAP as to promote the rights of the DAP. KII was designed and executed to collect 

the data from this category of respondents.  
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c) Respondents Category Three 

The researcher met directly with four group of DAP to get their experience as 

customer regarding banking services. Four FGDs were organized and facilitated in 

connection with collecting qualitative data. For the fulfilment of study purpose, four 

voluntary organizations helped the researcher in organizing the FGDs with the DAP.  

4.2.6 Banks and Branches Visited 

Different categories of banks branches were selected for survey. This was because of 

getting information from different banking discipline and management to compare the 

difference of services if there was any. This might help to get wider spectrum of 

information particularly for the research focusing accessibility for the DAP to banking 

services like any other person without disabilities.  

Selection of different categories of banks helped researcher a lot to understand the 

differences of services from one category to another category.  

Table: 4.4: Number of Bank branches Visited 

Bank category Frequency Percentage (%) 

SOCBs  90 22.5 

PCBs 232 58 

ISBBs  53 13.3 

SBs  14 3.5 

FCBs 11 2.8 

Total 400 100 

 

4.2.7 Mindset of Bank Employees to the DAP 

Discrimination, exclusion and disregard to the DAP and their household are still 

prevalent, as the laws (including the Disability Rights and Protection Act 2013) are 

not being sufficiently enforced (GED 2015). Research documented experience of 

meeting 15 DAP in Bangladesh found that they had been subject to oppression due to 

beliefs regarding traditional investment  
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mentality that the DAP will not be able to do anything so there is no need to invest for 

their education and employment. There is still miss belief that the birth of DAP is the 

cursed or had committed an offence against God.  

DAP are usually left out of development due to improper understanding and 

awareness among the general people and also some people who are responsible to 

design and manage the developmental programs. They are often not aware of the 

extreme difficulties faced by DAP and most do not have access to gain the skills and 

knowledge that would enable them to include DAP and their families in development 

programs. The carelessness results this lack of knowledge reinforcement and 

multiplies the effects of the negative attitudes that already exist within the families 

and communities. And most of the times it is not the impairment rather the attitudinal 

and environmental factors that DAP encounters in everyday life that cause his or her 

exclusion from society (CAMPE 2011). 

Stigma is commonly defined as the mark of disgrace associated with a particular 

circumstance or quality. People who are stigmatized are treated differently from other 

members of the community and even in some extent from their own family. They are 

usually marginalized and discriminated, often neglected, abused or exploited, and 

always made to feel ashamed. It is unjust and also in clear violation of the human 

rights of the DAP. 

The stigma they experience is often the result of false assumptions, for example that 

DAP are unable to learn or manage their livelihood. Cultural or religious beliefs can 

underpin stigma, for example the belief that disability is the result of witchcraft or the 

sins of previous generations. DAP are sometimes said to possess particular 

characteristics, for example to be imbued with „supernatural‟ qualities. This too, is 

stigmatizing false beliefs. The stigma of disability can extend to entire families, for 

example when children with disabilities are believed to be a punishment for a family 

member having sinned or eaten forbidden food. As a result of being stigmatized – by 

family, community or both – DAP can feel isolated and worthless. They can even take 

on society‟s false assumptions and beliefs and self-stigmatize. 

Stigma leads to DAP being treated differently and often results in their being 

excluded from educational and training opportunities, employment and livelihood 
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opportunities, health and other public services which also include services provided 

by the FIs, and full participation in all aspects of society, including decision-making. 

With a view to know the understanding and acceptance of the bank employee to the 

DAP, the researcher inquired about the terminology that the respondents were 

comfortable to use against the DAP. In reply to the question „Do you think it is better 

to use the term differently-abled persons instead of disabled persons?‟ Most of the 

respondents (364 out of 400 respondents) were replied that they were very happy to 

be mentioned „DAP‟ instead of „disabled persons‟ because of their sensitive 

mentality. Only a few (36 out of 400 respondents) respondents were mentioned that 

they were comfortable the term „disabled persons‟ instead of „DAP.  

 

Table: 4.5: Using the term „Differently-abled Persons‟ instead of „Disabled Persons‟ 

Comfortable to use the term „Differently Abled 

Persons (DAP)‟/ „Disabled Persons‟  

Frequency Percentage 

(%) 

Comfortable to use the term „DAP‟  364 91 

Comfortable to use the term „Disabled Persons‟ 36 9 

Total 400 100 

 

The responses showed that most of bank officials at branch level were very much 

positive as they were comfortable to use the term „DAP‟ instead of „disabled persons‟. 

This was quite positive in regard to the percentage (91%) of the respondents. Nine 

percent (36 bank officials) of interviewed branch level bank official were found not 

friendly to the DAP as they were comfortable to using the term „disabled persons‟ 

rather than „DAP‟. It was due to their mindset. They were comfortable to use negative 

words which was insensitive and humiliating for the DAP.  

According to the Constitution of Bangladesh, all citizens of the country have the right 

to enjoy their nobility, fundamental human rights and have social equality. It does not 

give new rights to persons with disabilities. But the Constitution says that Bangladesh 

should make sure persons with disabilities have equal rights like everyone else. 

Disability Rights and Protection Act 2013‟ The article 16, stated the rights of the 

persons with disabilities. (Stated in the conceptual framework part) Article 16.1.f. 

„Right to accessibility; Article 16.1.g. Full and effective participation in social, 
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economic and public affairs based on their individual disability and capacity; Article 

16.1.m. Ensuring reasonable accommodation in every place including education and 

employment; Article 16.2. No one is allowed to show discriminatory act to the person 

with disability. So, bank as a financial institution should follow the law as all of them 

are abided by the law of the country. 

 

4.2.8 Meeting the DAP as Bank Customer  

The study enquired whether the bank officials ever met any customer under the 

category of DAP. The critical question was asked whether the respondents have and 

had experience of providing service to the DAP at their respective bank or not? The 

purpose of the question was to know whether the bank officials carefully noticed that 

there were customers who have disability. Because the common mentality is that we 

forget there are different types of persons having different capacities and limitations 

and they required different degrees of services. It‟s not that „one size of shoes fit all‟ 

rather everyone has its own size and shape.   

In response to the question „do you have any DAP in your customer list at present or 

previously?‟ out of 400 bank officials, 280 (70%) bank officials mentioned that they 

have and had experience of providing services to the DAP, 81 (20%) bank officials 

did not have any experience of providing service to the DAP, and 39 (10%) bank 

officials replied that they don‟t have any idea whether they have had been provided 

any service to the DAP or not. However, if we calculate the group who did not 

provide banking service and who replied that they do not have any idea about any 

differently abled person as customer to their respective bank. The figure will be 120 

(30%) bank officials did not notice or ever seen any DAP as their customer. Ideally 

there should be some DAP as bank customer as if we consider disability prevalence 

rate (15% of the total population are DAP as per WHO calculation).  
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Figure: 4.3: Meeting with the DAP 

Sources: Author’s own contribution 
 

4.2.9 Types of Disabilities the Bank Employees Met 

Out of 400 respondents 280 were acknowledged that they have met the DAP as bank 

customer while providing the banking service. They also noticed that the different 

types of DAP they were met as bank customers. While inquired about the types of 

disabilities, the respondents pointed out the following types of disabilities they have 

been seen at their respective bank.  

The report says that the 70% (280) out of 400 bank officials experienced on handling 

DAP as their clients. The bank officials who interviewed were reported that they have 

seen a total of 676 DAP in their bank at different occasions, among them 157 

(23.22%) were visually impaired persons, 62 (9.17%) were speech impaired persons, 

189 (28%) were physically impaired persons, 137 (20.26%) were having impairment 

in hands, 89 (13.16%) were hearing impaired persons, and 42 (6.21%) DAP were fall 

under other types of disabilities.  
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Table: 4.6:  Various Types of Disability as Found by the Bank Employees 

Sl. no Types of DAP  Frequency Percentage (%) 

01 Vision impairment 157 23.22% 

02 Speech impairment 62 9.17% 

03 Physical impairment 189 28% 

04 Impairment in hands 137 20.26% 

05 Hearing impairment 89 13.16% 

06 Others 42 6.21% 

Total  676 100% 

 

4.2.10 Banking Services to the DAP 

Involvement in the banking sector, different financial events are increasing day by 

day. At the same time the banking process is growing faster, easier and the banking 

arena is becoming wider. As the demand for better service increases, the banking 

institutions are coming with innovative ideas to provide better services towards its 

customer. In order to survive in this competitive field of the banking sector, all 

banking organizations are looking for best service opportunities to provide their 

clients. But while visiting the bank branches there were a little or nothing special 

support for the DAP were seen although there were the needs.  

Banking sector is serving in various ways to its customers. Banks‟ primary functions 

include accepting deposits, granting loans, advances, cash, credit, overdraft and 

discounting of bills. And secondary functions include issuing letter of credit, 

undertaking safe custody of valuables, providing consumer finance, educational loans, 

etc. Since the DAP required appropriate infrastructural adjustment as per their needs 

because of their disabilities it is worth to provide such accessible adjustment in each 

public place according to the law. The study focuses to know how good banks in 

Bangladesh are to provide its services to the entire citizen including the DAP. 
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4.2.11 Services Received by the DAP 

Each and every bank has different types of services for their customer. A customer 

may meet with the bank of their choice for their specific purpose and service. The 

researcher provides the following variety of services to the respondents to know about 

the service received by the DAP: 

 Savings account 

 Current account 

 Fixed deposit 

 General loan 

 Special loan for DAP 

 Deposit scheme 

 Foreign exchange services 

 Special service only for the DAP  

 Others 

While questioned about the types of bank services and products the DAP customer 

get, out of a total 280 respondents 263 (41.22%)  were mentioned that the DAP were 

coming to their bank to operate savings accounts, 95 (14.9%) DAP were visiting the 

bank because of deposit scheme, 159 (24.9%) were for fixed deposit, 20 (3.13%) were 

for general loan purposes, 22 (3.45%) were going to the bank for special loan for the 

DAP, 59 (9.24%) were receiving current account services, 7 (1.1%) were there for 

foreign exchange purpose, 8 (1.25%) were there for special bank service for the DAP, 

and 5 (0.78%) were coming to the bank for other services.  
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Figure: 4.4: Banking Service Received by the DAP 

Sources: Author’s own contribution 
 

4.2.12 Average Number of DAP Customers Daily Received Bank Services 

The researcher analyzed the data collected regarding average number of customers 

visiting a bank daily for their service requirements. It was found that the daily 

maximum number of total customers were visiting a bank was 2000 and a minimum 

was 90 based on their register reported by 280 respondents. However, the respondents 

who were able to provide information regarding size of the DAP customers visiting a 

bank daily, they pointed out that the maximum 50 number of the DAP customers were 

visiting their bank and the minimum number was only 1. Here, the average number of 

visitors in the bank in a day from both the category was 492 total customers and 4 

DAP customer. 

Further a question was asked to the respondents on the proportion of DAP customer 

coming for availing daily banking services. Then the 280 respondents (100%) who 

were acknowledged the presence of DAP for banking service to their respective bank, 

267 (95.35%) said that the number of DAP who were coming to the bank for banking 

service were less than comparing the number of services recipients of the non-
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disabled persons and also comparing to the national and international estimations. 

Only 13 (4.64%) respondents did not agree the number of DAP were less to their bank 

compare to the international estimation and national prevalence rate of DAP. 

Table: 4.7: Proportion of DAP Service Recipient as Customer  

 
Proportion of DAP as Service Recipient Frequency Percentage (%) 

Yes, inadequate  267 95.35 

No, the number is not inadequate 13 4.65 

Total 280 100% 

 

The reasons might be either the banking services were not appropriate according to 

the requirements of the DAP, or getting banking services were hard to accessible or 

the DAP were not interested to operate any bank account or they did not require any 

bank service.   

 

4.2.13 Facilities Provided by the Bank to the DAP 

The researcher was further investigated about the types of services that the banks 

were providing to the DAP. The services were grouped under nine categories as 

presented in Table 4.8. Among the respondent‟s majority portion said that they 

provide special help desk, special officer and separate transaction queue for their DAP 

customers. Some of the respondents mentioned that their banks were supporting 

through other services like prompt service deliver specially for the DAP, home 

service, swift service etc.  to the DAP customers. Some banks were providing more 

than one accessibility supports to DAP customers.  
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Table: 4.8: Categories of Facilities Provided by Banks 

Sl. 

No 

Category of the facilities Frequency 

01 Special help desk 132 

02 Special officer assigned to support the DAP 153 

03 Special software system for DAP 0 

04 Special online services for DAP 35 

05 Special deposit slip/Cheque/ account opening form for DAP 85 

06 ATM accessibility for DAP 16 

07 Separate transaction queue for DAP 141 

08 Special waiting space and toilet with wash room 28 

09 Others 05 

 

4.2.14 Probable Reasons for not Willingly Provide Bank Services to DAP 

Only 13 bank officials out of 280, told that they are good enough to provide services 

to the DAP as bank customer. On the other hand, 267 respondents stated that they are 

not good to provide services to the DAP as bank customer. Because they considered 

that it would be risky to provide banking service to the DAP. They feel that they were 

not willing to provide banking services to the DAP. They might not be able to return 

their dues repaying back to the respective banks and the liability lied with the 

respective bank officials. So, they did not feel interested to work for the DAP.  
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Figure: 4.5:  Feeling to Provide Banking Services to DAP 

Sources: Author’s own contribution 
 

When they were asked why they were not feeling good to provide banking services to 

the DAP, what were the reasons? They cited that there were number of factors that 

they had been considered, like there might be potential risks of dealing with DAP. 

Communicating with the DAP were not easy because the bankers did not have skill to 

understand the sign language. There is also some policy barrier in the banks and the 

DAP can not fulfill additional terms and conditions which a bank imply. The other 

reason was that the DAP might not be able to repay to the bank if they received loan 

because they did not have much to do to earn money like others. And above all, it was 

assumed that the mindset of the banking services providers were not positive.   
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Table: 4.9: Probable Reasons for not Willingly Provide Banking Services to DAP 

 

Sl. No Probable Reasons Frequency 

01 Risk factor 244 

02 Communication difficulties 197 

03 Policy barrier 162 

04 Digital complexity 126 

05 Negative attitude 67 

 

Although 267 respondents were provided negative responses identified number of 

reasons why they were not interested to provide banking services to the DAP. Some 

of the respondents were provided more than one reasons thus the cumulative reasons 

were 796.  

While the researcher enquired about whether there was any bank policy to provide 

accessibility support to the DAP to get the bank services free from hassle. None out of 

280 respondents mentioned that they have any special bank policy for the DAP. So, it 

is understood that there is a need for policy. Unless the bank has the strong policy, 

they cannot plan to provide services to the DAP.  

 

4.2.15 Hurdles Experienced by DAP 

The researcher asked whether the bank‟s DAP customer faced any hurdle while 

receiving bank service from the bank. In reply the bank officials mentioned various 

types of hurdles that the DAP faced while receiving the banking services.  

Out of 280 respondents who were familiar of meeting the DAP at their respective 

bank, 204 told that because of lacking of disabled friendly infrastructure the DAP 

faced problem. 104 bankers were told that some DAP confronted problems because of 

the communication gap since the banker generally face lack the skills to understand 

the sign language. 194 respondents informed that the DAP had problem to understand 

bank documents required for banking transaction. A total of 43 respondents out of 280 

were expressed that some DAP are unable to check the quality of bank note and also 

counting the money at cash counter. Seventy-eight respondents noticed that DAP are 
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afraid of bank transection because of the security reasons. A total of 98 defendants 

cited that because of low vision or vision impairment the DAP are suffered from 

signing of the bank documents. 88 respondents were told that because of the legal 

restriction/policy restriction they did not manage to provide the required service that 

were requested by the DAP, and 222 respondents cited to the researcher that because 

of absent of introducer (as no one was interested to be an introducer for DAP) they 

did not get the requested service. 

 

 

Figure: 4.6: Hurdle Faced by DAP at Bank 

Sources: Author’s own contribution 
 

Visual impairment has long been treated as a hindrance to normal activities in human 

beings especially in the participation of daily living and economic productivity 

domains. However, with the support of Braille and other supportive technologies, 

vision loss is no longer a hurdle in acquisition of education skill as well as rush to 

employment. The societal participation of these differently-abled individuals makes it 

imperative that such persons are facing various hurdles in social context, whether it is 

the transportation or the getting services in an organized sector. The visually impaired 

persons may not be able to function in the same ways that the persons without 

disabilities can manage. While discussing with the bank officials, do they have any 
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special facilities for the visually impaired person (blind or low vision)? All the 

tools/formats that have been used by the bank because of the purpose of bank 

transactions none of the tool is user friendly or not readily available for the visually 

impaired persons. So, usually a person with visual impairment at the bank faced 

hurdles to complete his/her bank transactions and in many cases, they were in need of 

support for someone else to complete his/her transaction. 

Similarly, persons with speech impairment faces snag to communicate with the bank 

officials verbally at the time of asking any question subject to answer or any question 

put to them as the response to the question being asked by any bank employee. Many 

speeches impaired persons use and understand sign language as medium of 

communication which there was none at bank who knows sign language to help the 

speech impediment issued person. On the other hand, persons with hearing 

impairment have similar limitation like speech impaired person while communicating 

with others. The study observed that communicating to and from the persons with 

speech and hearing disabilities was not easy by the bank officials as they don‟t have 

the knowledge or idea and this is a major hindrance in getting any benefit from the 

bank for the DAP.  

While asking questions about the service at the cash counter received by DAP. If a 

person is pygmy in height compare to the height of the cash counter, how can he/she 

manage to receive the amount from the counter, check the amount and bank note or 

how the bank employee on the other side of the customer, how he/she can manage to 

pay or receive the amount from the person? Isn‟t it a problem for both of them? The 

respondents were agreed that whether the short people will get any kind of privilege 

in standing at the cash counter because they may not have it within reach.   

Whether the door at the entrance to the bank is user friendly to a wheel chair user. 

Almost all the bank officials mentioned that none of the door is comfortable for any 

wheel chair user. In Dhaka city like elsewhere in the country many bank branches 

situated at the first floor or second floor of the building, and in several cases, there 

were no facilities for lift/escalator alongside of the stairs which a person with physical 

disability can use.  

In response to the question, whether the documents are required for any banking 

transaction, how far those are disabled friendly particularly for a visually impaired 
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person? Or in other words, whether a person with visual impairment is able to fill out 

the deposit slip or bank account opening formats, or issuing a check for payment? 

Almost all the respondents mentioned that it was really difficult for those visually 

impaired customers to fill out the deposit slip or bank account opening formats, or 

issuing a check for payment independently without help of others. 

As explained by some of the bank employees that almost all the time when a 

differently-abled customer used to come to the bank, they may not be able to 

complete all the preparations on their own. None of the system introduced considered 

any differently-abled customer.     

It was also pointed out that commonly DAP faced hurdles at the time of fill out any 

format required for that specific transaction, communicating with respective bank 

desk, counting the amount they received from the cash counter, checking the quality 

bank note, put signature on the designated place for signature in the application 

format or any other bank document etc.  

DAP while sharing their experience with bank they stated lots of difficulties they 

faced. The bank building in many cases were not fusible for those who were the 

physically impaired persons using wheel chair and visually impaired person. DAP 

having speech and hearing impairment faced hurdles to communicate with bank 

officials it‟s not because of their impairment but it was the lack of skills 

(understanding about sign language and lip reading) as they might not have the 

expertise in this respect.  

A kind of evasion occurs in the case of bank officials to provide financial service to 

the DAP as they feel insecurity if anything happens liability may fix against the 

respected official who dealt with the DAP customer. There was the prevailing 

confusion about disability and mentally sick person. People generally understood that 

the DAP are mentally sick person so they are not entitled to take their own 

responsibility.  

4.2.16 Suggestions to Overcome the Hurdles  

Finally, the researcher questioned to the respondents on how to minimize the hurdles 

that were encountered by the DAP as bank customers aiming at providing smooth and 

user-friendly banking services.   
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The respondents pointed out number of initiatives to be required to minimize the 

hurdles in order to get access to the banking services by the DAP. They suggested the 

followings to address:  

 

 Positive attitude of the bank officials to the DAP; 

 Dedicated official who are sufficiently trained on how to handle the DAP 

efficiently based on their demand; 

 Disabled-friendly infrastructure for DAP customers in each bank; 

 Priority based service to the DAP; 

 Provision of special help desk to support the DAP; 

 Brail printed documents so that visually impaired DAP can manage to handle 

without asking help to other; 

 Special software for banking for the DAP particularly for visually, hearing and 

speech impaired persons; 

 Adaptation of the policy friendly to the DAP; 

 Awareness among the prospective bank account holders (who are DAP) 

regarding banking procedure; 

 Familiarizing DAP friendly digital machine; 

 Provision of special funding for the DAP. 

While inquired about whether there was any scope for burden relief and eliminating 

the hurdles that the DAP were commonly facing at the bank, the bank officials 

informed the researcher that it could be possible to introduce baking transaction 

system electronically. In that case each individual can get easy access to the system 

where s/he can manage her/his transaction without much hassle.  

About 15% respondent said that the bank officials need to have positive attitude 

towards DAP and 9% respondent told the need for dedicated trained official to handle 

the DAP efficiently. 20% respondent expressed that DAP friendly infrastructure have 

to be established in each bank with priority-based service to the DAP said 13% 

respondents. 
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Respectively 7% and 6% employee said about special help desk and special software 

(tactile software) for banking to support the DAP. Brail system in documents and 

notes for banking should be started told 2% respondents. There need to create 

awareness among the prospective bank DAP account holders regarding banking 

procedure said 5% respondents. A total of 12% and 6% bank employee conveyed 

about the adaptation of the friendly policy and familiarizing digital machine for DAP. 

Provision of special funding for DAP is must, said 5% respondents. 

 

Figure: 4.7: Suggestions to Reduce Hurdles 

Sources: Author’s own contribution 

 

4.2.17 Analysis of Data Collected from DAP through FGD 

Besides interviewing 400 bank employees four FGDs were planed and facilitated in 

order to collect qualitative data from the DAP regarding their experience about 

banking. The purpose behind organizing the FGDs with them was to get experience of 

the DAP as bank customer to see the picture of the other side of the coin.  

To gather qualitative data focus group discussion is one of the commonly used tools. 

It involves gathering people from similar backgrounds or similar experiences together 
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to discuss a definite issue. The researcher as planned to gather qualitative data, 

organized FGDs in a place convenient for the DAP. A checklist was used to get the 

data in the form of opinions and ideas and also asked to provide suggestions if 

appropriate. While facilitating FGDs the researcher asked the participants to talk with 

other group members freely on the formulation of the responses to the questions and 

quarries. The researcher includes a note taker together to take note of the opinions as 

much as he can.  

The FGDs started explaining the purpose to the DAP. Prior to starting the FGDs 

consent were taken from the participants.  

Almost all the participants pointed out that they are comfortable to the term DAP as to 

address to them. Any word which is discriminatory to any group of people generally 

hart them. It is an act of illogical distinctions amongst people based on groups, 

classes, or other categories to which they belong. They get shocked if they get 

discriminatory word because of their disability. They want that the people around 

them will respect them, honor them, and not unnecessary disregarded them.  

While asked to share experience as bank customer, they pointed out that they have 

and had been faced number of hurdles for obtaining different types of services. First 

of all, opening a bank account was not an easy matter. Providing information in the 

bank account opening application form, to put information in the appropriate boxes in 

written form was not easy to the visually impaired person. The form used in the bank 

for opening an account was ordinary printed form which was not manageable by a 

visually impaired person. Brail printed document is usable for them which was absent 

in the entire banks they visited.  

The FGD members pointed out that they felt embarrassed often if the bank official 

asked them to bring a person with them for the transaction purpose at the bank. They 

taught that we are unable to manage the transaction alone. Many of the FGD members 

could manage by them self as other customer of the bank. According to them, it was 

because of their mind-set., they taught that DAP are incapable and inferior.  

A good number of DAP refused to get the loan from the bank because of their 

disfunction, although they have their own business and they have the right to get bank 

loan. This was completely a discriminatory mind-set of the bank officials. Many of 

the DAP mentioned during the FGDs that they are not operating any bank account 
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because they did not have any bank account although they tried to open a bank 

account but refused because of imposed of additional terms and conditions to open the 

bank account and also for any transaction because of their disability. It was observed 

that while doing the transaction bank officials on the desk asked to provide proof of 

their personal identity which generally not asked to other bank customer.  

A visually impaired person studying at the university went to a bank to withdrawal of   

money of his scholarship from the bank, no one was there to support him as he had to 

fill in some format/cheque (the cheques was not printed in brail). He refused to do the 

transaction on the day. Next day he went to bank with one of his relatives then he 

managed to complete his transaction. No one in bank was posted to support the DAP 

at bank for whatever reasons.  

A fifty-two years old teacher with visual impairment went to a bank to open the bank 

account but the bank manager was hesitant to open the account alone. Next day he 

went to the bank with one of his relatives as a guarantor and fruitful to open a bank 

account although he is a qualified person. Similar experiences were expressed by 

some other visually impaired persons. One of the female members of the FGDs 

pointed that she went to bank for opening a bank account in a private commercial 

bank, but they refused to open the bank account. She tried with three PCBs but none 

of them was to help her to open the bank account. Later, she went to a government 

bank and manage to open a bank account.  

A person with physical disability doing street vending went to a bank for opening a 

bank account but it was difficult for him to manage because he was illiterate. A bank 

officer helped him to open the bank account through propped up him to sign. Another 

group members with physical disability, professionally a street vendor managed to 

open bank account without any issues.  

One of the FGD members (she has physical disability as her both legs were bend and 

she cannot manage to walk by her own without support of wheel chair) who was a 

student mentioned that she has no problem of opening bank account and doing 

transaction. Only the thing was that she had to face problem with the bank where she 

had to use stair to enter to the bank. Another FGD member had similar problem to get 

into the bank but for banking transaction he had no problem. He has his own account, 

and he used to get some other bank services.  
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One FGD member who is studying at the private university having physical disability. 

She had difficulty to fill in the account opening application form. She had to wait till 

someone to help her to fill in the account application form. It took her 4 hours to 

complete the bank account opening. If someone from bank helped her, she could 

manage well.  

In response to the query, what were the problems that they encountered during 

obtaining banking services? They mentioned number of problems in the bank to get 

the banking service like the other citizen without disabilities. The problems were as 

follows- 

 No skilled manpower is channeled into banks to properly assist DAP: 

 Lack of empathetic behavior of the bank officials towards DAP; 

 There was no system to detect counterfeit notes. DAP are more likely to 

suffer from this problem; 

 There was no such facility to operate banking through fingerprint; 

 Some of the bank branches were situated on the second or third floor of a 

building and there was no elevator. Using staircase by physically disabled 

persons or wheel chair user was highly difficult; 

 Most of the banks are not willing to provide loan facilities to the DAP which 

they could use for business or for self-employment;   

 Some of the bank officials were showing negative attitude and were not 

willing to cooperate and they were not paying much attention to the DAP. 

Respondents in FGDs were asked to suggest on how to minimize the problems that 

the DAP were experiencing while obtaining the banking service. These suggestions/ 

recommendations could be useful to improve the banking service. The 

recommendations were as follows- 

 The bank‟s policy should further be improved and more comprehensive to 

keep the provision of providing banking services to the DAP; 

 Special help desk should be arranged in each bank and trained person should 

be positioned to assist the DAP; 

 Using fingerprint electronically for every transaction that would help DAP to 

reduce the burden of writing and also fill in different forms at bank; 
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 Provision of braille system bank note would be useful for visually impaired 

persons to identify the value of the note; 

 Providing bank products particularly for the DAP; 

 Provision of accessible counter for getting banking service; 

 Provision of ramp or accessible elevator in each bank for wheel chair user; 

 Provision of digital facilities so that the DAP can operate his/her bank 

transaction through online. 

4.2.18 Analysis of Data Collected from Policy Level Personnel through KII 

The researcher was met with some important persons holding responsibility to leading 

NGO for the DAP. The names of the NGOs were BERDO, BDDT and Bangladesh 

Disability Foundation. The researcher met to the Director of Jatio Protibondhi Unnyan 

Foundation; a government own specialized service providing agency for DAP. The 

researcher also met to the senior officials at the head office level and the Director of 

Bangladesh Institute of Bank Management including Economist to get their opinion in 

regards to provision of banking services as present and improvement of banking 

services particularly for the DAP.  

Based on the set questionnaire, the respondents mentioned that they did not want 

disregard to the DAP. Disabled is a word which is used to neglect people to identify 

them as lazy, unable to do any good for him/her, cannot contribute, can eat but cannot 

do, so, they don‟t like to mentioned that word rather they would recognize them as 

DAP as they can do many good things for them and for others. The people who were 

directly working with the DAP it was seen that they are conscious about the rights and 

dignity of the DAP.   

All the respondents mentioned that it is the responsibility of the society to 

demonstrate greater awareness to reduce stigma against the DAP and to create 

conducive society where potential and contribution of everyone including DAP is 

respected as part of establishing human rights.  

Respondents from all the categories other than bank raised that in terms of obligation 

it will be appropriate for all progressing banking service to include DAP better even 

within the existing system. Traditional banking service gradually improving day by 

day, but unfortunately, we never taught about the DAP as bank customer although 

they belong within the same society.  
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The respondents from bank policy level officials stated that there is a scope under the 

existing banking policy to include the DAP in the banking services but not in wider 

spectrum. The wheel chair users, the visually impaired persons, the speech and 

hearing-impaired persons certainly facing number of challenges while going to a bank 

as customer.  

While asking questions to the respondents about mentioning three problems that 

encountered by the DAP while doing any transaction in bank. The respondents from 

banking policy level officials revealed that the DAP mainly encountered by the 

following three problems- 

 Inaccessible infrastructure for the movement of the DAP inside the bank from 

the entrance to exit after completing his/her business; 

 No facilities for banking transaction for the visually impaired persons from 

opening of the bank account to every aspect of transaction; 

 Communication problem particularly with the hearing and speech impaired 

persons. 

While asking same question to the NGO leaders and representative of Jatio 

Protibondhi Unnayan Foundation, they pointed out the following three main problems 

that the DAP encountered while doing the transaction in the bank- 

 The mindset of the bank officials was not conducive to the DAP. Most of the 

cases was that the DAP   treated as burden to the bank officials while 

performing any transaction; 

 The DAP fall under marginalized group like some other groups in the society. 

And this marginalized people are always in need of additional support like 

other marginalized groups in the society. They always remained out of the 

additional support necessary for them during the banking transaction.  

 Communication problem was common for the DAP to make the bank official 

to understand their needs and service they required.   

Policy level bank officials said that they don‟t have comprehensive policy to cover 

user friendly bank service to the DAP. However, time to time they issued some 

directives to provide service to the DAP but the implementation of the bank circular at 

branch level was very poor. They also pointed out that while reviewing the policy 

they tried to include better services to the customers particularly for the DAP.  
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The respondents from Bangladesh Institute of Bank Management and the Economist 

(Professor of Dhaka School of Economics) mentioned that they have the similar 

opinion like NGO leaders cited. Since the banking service was not user friendly to the 

DAP, they are hardly included in banking services and majority of them will remained 

out of the banking services. This has two different negative effects in the society. The 

DAP can contribute for them as well as for the family and secondly, they can 

contribute to the bank business but they cannot.  

All the respondents suggested a number of measures to be taken to include the DAP 

in the banking services. The suggestions are as follows: 

 Review the bank policy towards inclusion of the DAP; 

 Adopt necessary infrastructural adjustment to include DAP; 

 Adopt customized banking software particularly to include the DAP; 

 Provide job facilities to the DAP as bank employee with provision of 

reasonable accommodation; 

 Bank branch level budget provision for infrastructural adjustment; 

 Provide training to the bank officer on how to promote friendly banking to 

the DAP; 

 Provide training to the bank employees on disability sensitive banking 

service; and  

 Establishment of dedicated desk for providing assistance to the DAP.  

4.3 Findings  

In detailed, the finding covered and presented the data that have been gathered from 

different respondent‟s groups for the purpose of the research. The data have been 

gathered from bankers working at the bank branch level, banker at the policy level, 

government officials, NGOs who are responsible to look after the wellbeing of the 

DAP and the DAP groups.  

The findings are divided in two sub-categories (1) Major Findings; and (2) Other 

Findings.   

4.3.1 Major Findings 

The major findings are drawn based on the objectives of the study which are as 

follows:  
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A) Banker-Customer Relationship 

It has been commonly observed that the Bank is keen to serve its customer 

considering as a main source of the depositors and income generator to the Bank 

subject to their risk-free transaction with the bank. Such relationship starts officially 

through opening of a bank account. However, it has been observed that banks are not 

interested to welcome DAP as customer of the bank because of the social stigma and 

gaining of trust.  

Besides, opening and maintaining of a bank accounting by a differently-abled person 

is a very challenging matter as to follow the similar procedure like non-disabled 

person. So, there is little scope for DAP to open a bank account. Thus, they have tiny 

scope to become bank customer. Secondly, though the DAP are treated as socially and 

economically marginalised, so, they are not considered as potential customer.   

B) Mindset of Bank Employees to DAP 

This is a very common perception to the DAP that they need support from others, they 

are dependent and they cannot do things independently. People see them as burden of 

the society. Many banks‟ employees at branch level found that they believe „DAP‟ 

cannot manage banking transaction because of their disability. Even a portion of the 

respondents from bank employee category don‟t agree to call „differently-abled 

persons‟ rather feel comfortable to call „disabled person‟. When someone labelled a 

person as „disabled‟, it is obvious that he/she identify the person as unable to do 

things. Such mindset create discrimination to the DAP.  

C) Observed Similar Formalities 

The usual bank services are accepting deposits, granting loans, advances, cash and 

credit transaction, overdraft and discounting bills etc. Enjoying each of the bank 

service required some paper or online formalities to create the documents. However, 

all the formalities were designed considering the customer without disability not the 

DAP. Challenges as such for the DAP, some of the DAP are wheelchair user, some 

are visually impaired and some may be hearing and speech impaired persons, and all 

of them have different types of challenges to manage the banking formalities without 

help of any other person.     
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D) Hurdles Faced by DAP 

There are number of hurdles faced by DAP at bank while doing their banking 

transection. A person with visual impairment has to follow the similar procedure like 

the person with any impairment. At bank, none of the paper that a bank customer has 

to fill in customised particularly for a visually impaired person. The visually impaired 

person often has to request someone to help while fill in the transection paper, 

checking fake note and moving one counter to another for completion of his bank 

transactions. No Braille system was found in any bank visited by the research team.  

Speech impaired person faced hurdles to communicate with the bank employees 

orally and even with sign language as there is no trained or skilled person is there to 

get them or to handle them with proper care or who will be able to understand the sign 

language. So, speech impaired person also suffering with different types of obstacles 

to complete their bank transaction.  

If wheel chair users are not provided with proper support or they cannot go to any 

counter by themselves in the bank for their assistance they are deprived of such 

facilities to manage to move smoothly without help infrastructure supporting to the 

wheel chair not available. The height of the cash counter is out of range of a wheel 

chair user or pygmy person.  

 E) Existing Policy for DAP 

It is found that there has no certain policy for DAP in the banking system but there 

have some circulars (some added in annexure) from Banking Regulation and Policy 

Department (BRPD) instructed by the regulatory body (BB) to all banks, so that the 

DAP gets priority for obtaining some banking facilities. But there have lacking of 

implementation and integration of those  

circulars or instructions of BB. Also there have no monitoring process on whether the 

instructions are abided by or not in the bank branches at the operation level where the 

bank‟s differently-abled client directly in contact with the services.  

4.3.2 Other Findings 

Regardless of the above major findings the researcher detects some other findings 

which are given below:  
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– No official record was found about the number of DAP as bank account holder. 

So, claiming the provision of special service for DAP was absent even though 

policy was there.   

– Some of the bank account holders were found among the DAP but they were 

simply maintaining a savings bank account.   

– The regulatory authority and the parties who are working towards the best 

interest of DAP are less concern about the issue of obtaining services in the 

banks by DAP, 

– Majority portion of the DAP are deprived from acquiring important banking 

services like- foreign exchange service, general loan, spot cash etc.  

– All the respondents who are DAP, have required some facilities so that they 

can enthusiastically doing or availing banking services and solutions.  

 4.4 Conclusion 

Here, collected data were critically reviewed, analysed, grouped and concise towards 

the findings. Data that were collected from the different respondents‟ groups were 

inserted and analysed using SPSS and Microsoft Excel. This chapter has been 

clarified the conceptual framework, banker and customer relationship, different types 

of bank services, satisfaction as bank service recipient, service received by DAP and; 

special services and accessibility provision for DAP in the bank. The hurdles faced by 

DAP and the reasons for not being able to provide services were analysed. 

Suggestions were made on providing user friendly bank services to the DAP. In the 

following chapter the recommendations based on the objectives of the research and 

the conclusion on the overall report will deliver. 
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CHAPTER FIVE 

RECOMMENDATIONS AND CONCLUSION  

 

5.0 Introduction 

This chapter is developed with a view to draw the solutions to the problems that the 

study has been drawn through investigation of the data provided by the different 

groups of respondents. It is the important part of the study as to provide suggestions 

for the future interventions to address the accessibility issues of the DAP.  

The recommendations are drawn based on the research objectives, literature review 

and findings through data analysis.  

5.1 Recommendations  

The researcher finally drawn a set of recommendations to provide accessible banking 

service that are friendly to the DAP. The recommendations are drawn on the basis of 

the comments that were provided by the different groups of respondents as well as by 

the researcher. These recommendations may help the bank authority to think on those 

further and can help adopting those to improve the banking service for the DAP in 

line with National Constitution, Disability Rights and Protection Act 2013, and SDGs 

(no one left behind). 

The recommendations provided in a clustered manner in line with the research 

objectives and respective findings.  

Objective 1  

The first objective of this study was to find out the proportion of DAP as customer of 

the banks. 

Respective Findings 

While visiting bank employees, no record was found of which the researcher can 

identify bank customer as DAP. Without such record, it was hard to determine the 

exact number of DAP who received bank services and facilities. Accordingly, the 

following recommendations are made: 

o Maintaining proper documentation process as it will be easy to record the 

account holder under DAP category. This will help so that the special 

services can to plan, developed and provide special disabled friendly bank 
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services in a better way. This can be added in the e-KYC form in the 

banks. 

o Providing training to the bank employees on communication techniques 

so that they can better manage to communicate with speech and hearing-

impaired person and can provide services accordingly.  

Objective 2  

The second objective of the study was to identify the types of banking services and 

facilities provided to the DAP to get access in Banks. 

 

Respective Findings 

During the data collection process, some bank employees mentioned that they have 

special services for DAP at their banks. However, no such service was visible while 

visiting the banks. Therefore, the following recommendations are made:    

o Assessing the service delivery points in the bank branches including 

floor, counters, desks, washroom etc. and do the necessary adjustment 

towards wider inclusion of such facilities that will be friendly to the DAP. 

o Making provision of customized banking software that can be used by the 

DAP. Create an easy online banking based on fingerprint for DAP. 

o Offering agent-banking facilities to deliver larger variety of products to 

DAP. 

o Providing the user-friendly forms in the bank for different purpose for the 

client so that DAP can manage to use.  

Objective 3  

The third objective of the study was to find out the difficulties, if any, faced by the 

DAP for accessing banking services. 

 

Respective Findings 

While visiting the bank employees and DAP, a number of awkwardness were 

mentioned that have been faced by the DAP as bank client. To cut back on those draw 

backs the following recommendations can be considered:  

o Establishing dedicated/ one-stop help desk in each bank for providing 

assistance to the DAP wherever they face any difficulties.  
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o Providing orientation/ training facilities to the DAP so that they can 

obtain better understanding on how to do banking operations and avail 

banking products. 

o Ensuring the infrastructural adjustment to provide better accessibility of 

the DAP. 

Objective 4  

The final objective of the study was to investigate the existing banking policy for 

ensuring access to banking service for the DAP and recommend accordingly. 

 

Respective Findings 

After visiting different banks and reviewing various documents, the researcher found 

that there was no certain established banking policy for DAP. There were only some 

instructions in the form of „circulars‟ issued by BB to provide priority based and 

friendly services to the DAP in the banks. However, in reality, no execution of such 

instructions was found in the banks. Accordingly, the following recommendations can 

be taken into consideration: 

o Formulating a strong dedicated banking policy for DAP after taking 

expert opinions to ensure disabled friendly banking services for DAP in 

all the banks without any discrimination. 

o Ensuring flexible bank operation policy particularly for DAP for their 

greater inclusion. 

o Ensuring a monitoring mechanism so that it will review the service 

delivery system of the bank particularly for DAP. Also, the study 

proposed to take action to keep down the gap in service provision for 

them, if any.  

o Adopting a provision of „meet the customer‟ roundtable once in a year to 

understand the probable problems that the customer may face, so that 

banks can manage to adjust the demand raised by the DAP.   
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5.2 Conclusion 

More than one billion people of world‟s population have some form of disability as 

stated by WHO. Many of those groups of people (DAP) live in developing countries. 

Full financial inclusion, thus, is a big challenge for the financial service providers to 

address the financial mobility of the world‟s poor people who have disabilities. 

Although, financial inclusion is aiming at developing DAP to achieve economic rights 

by enjoying equal and fair access to quality financial products and services, 

unfortunately, that target is far to achieve. Many developing countries including 

Bangladesh are yet to adopt „Disabled Friendly Financial Inclusion Policy‟. This is 

the fact even though many of these countries are ratified to UN CRPD, or agreed with 

SDGs. But at the level of their financial policy, they did a little or not at all to include 

DAP to a smooth and easy financial service.  

Considering the situation, the researcher conducted this study about the intensity of 

exclusion of DAP in the usual financial services that are provided by the banks in 

Bangladesh. This study also tried to draw a line between services provided to so 

called person without disabilities and DAP. If we want to achieve a holistic human 

economic development, insist to increase the GDP and penetrate internal economic 

growth, we need to include those who are generally excluded, particularly the DAP, 

as they are mostly out of development and are deprived of economic, social and 

educational development.  

There are number of hurdles that are creating such exclusion of the DAP to the 

financial services. The study explored several reasons why DAP are suffering such 

obstacles to obtain the bank services. If those hurdles could be reduced, these people 

could come within the reach of banking services. Such financial inclusion, moreover, 

will enable banks to provide bank services to the vulnerable groups particularly the 

DAP at a reasonable cost by widening the customer-base.  

Although, it has been mentioned in Bangladesh Bank website that “basic financial 

services such as deposit, credit etc. are considered as entitlement of all people in a 

society”, this probably is not true in our country in reality. Inclusiveness of a greater 

segment of people in financial system is pre-requisite for economic development of 

any country, Bangladesh not any exception. Bangladesh Bank and the Government of  



77 
 

Bangladesh have adopted several remedial measures to bridge these gaps in financial 

inclusion (visit https://www.bb.org.bd/en/index.php/about/financial_inclusion).This 

study, however, experienced „little implementation‟ along with „no monitoring at all‟ 

by the regulatory authority at the level of banking services delivery point for the DAP. 

Consequently, there found a huge gap between the policy formulation and its 

implementation and monitoring. Therefore, in this study, the researcher pointed out to 

those gaps as well as to the reasons behind such gaps and provided recommendations 

on how those gaps might be minimized. 

There have some suggestive international research, report or discussion on financial 

inclusion, accessibility in FIs for DAP. A few numbers of research studies have been 

conducted regarding inclusion of DAP in FIs through developing the financial 

inclusion policy and involving them in self-employment, entrepreneurs, cooperative 

societies, savings group and own business to get access in services of the FIs. The 

reasons of exclusion of the DAP in financial activities particularly in the context of 

enjoying human rights in the financial activities and find out discriminations. 

Some of the researches pointed out that there are numbers of policies in different 

countries to provide all types of financial services to the DAP. The developing 

countries adopted number of better policies that are covering all the good wills for 

their DAP citizen but unfortunately that does not mean that those better policies have 

been fully integrated and implemented. The main reasons are the mind-set of the duty 

bearer and lack of resources to invest for implementation. 

In Bangladesh there have some research on differently- abled children, social 

behavior towards them, their accessibility in society and culture, their social right, 

education, employment etc. But there has no significant study on DAP relating to 

their financial right in banking sector. 

 

 

 

 

 

 

https://www.bb.org.bd/en/index.php/about/financial_inclusion)


78 
 

Therefore, this study has taken this chance to dig out the challenges, potential and 

opportunities, barriers required to solve this issue through formulating 

recommendations on a roadmap, conceptual frame and disability friendly policy. This 

study is also a gateway of new thinking about the changes required for these DAP for 

their wide accessibility to the financial activities, which will ultimately lead them to 

merge with the mainstreaming of the civil society.  

It is expected that the recommendations will provide a kind of eye opening for the FIs 

to adopt and adjust with its services policy and finally eliminating the discrimination 

and the mindset against the DAP and helping to establish equal rights. 
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Annexure II 

 

List of Banks that surveyed 

The researcher visited 90 branches of government schedule bank which included 

Sonali Bank Limited, Janata Bank Limited, Agrani Bank Limited, Rupali Bank 

Limited and also visited 14 branches of Specialized bank which included Basic Bank 

Limited, Bangladesh Krishi Bank Limited, Rajshahi Krish Unnoyon Bank Limited.  

The researcher has covered a total of 11 branches of Foreign Commercial bank. The 

name of those foreign banks was Woori Bank (South Korea), HSBC (Hong Kong), 

Standard Chartered Bank (United Kingdom) and Habib Bank and also covered 53 

branches of Islami shariah-based banks where included Islami Bank Bangladesh 

Limited, EXIM Bank Limited, First security Islami Bank Limited, Social Islami Bank 

Limited, Al-Arafah Islami Bank Limited, Union Bank Limited and Standard Bank 

Limited.  

A total of 232 branches of private bank were covered for the study were Uttara Bank, 

AB Bank Limited, Bangladesh Commerce Bank Limited, Bank Asia Limited, BRAC 

Bank Limited, Dhaka Bank Limited, Dutch-Bangla Bank Limited, Eastern Bank 

Limited, IFIC Bank Limited, Jamuna Bank Limited, Meghna Bank Limited, 

Mercantile Bank Limited, Modhumoti Bank Limited, Mutual Trust Bank Limited, 

National Bank Limited, National Credit & Commerce Bank Limited, NRBC Bank 

Limited, One Bank Limited, Premier Bank Limited, Prime Bank Limited, Pubali 

Bank Limited, Southeast Bank Limited, Standard Bank Limited, The City Bank 

Limited, Trust Bank Limited, United Commercial Bank Limited.  

  

Anis
Typewritten text
Dhaka University Institutional Repository



96 
 

 

 

 

  

Annexure III 

Anis
Typewritten text
Dhaka University Institutional Repository



97 
 

 

 

 

 

 

  

Anis
Typewritten text
Dhaka University Institutional Repository



98 
 

 

 

  

Anis
Typewritten text
Dhaka University Institutional Repository



99 
 

 

 

  

Anis
Typewritten text
Dhaka University Institutional Repository



100 
 

 

  

Anis
Typewritten text
Dhaka University Institutional Repository



101 
 

 

  

Anis
Typewritten text
Dhaka University Institutional Repository



102 
 

 

Anis
Typewritten text
Dhaka University Institutional Repository


