
Muscat College
Department of Business and Accounting

Business Graded Unit 2 (F8LE 35)

Name:

Student ID.No:




Student Signature: 

Name of Lecturer: 







Acknowledgements:

First and before anything thanks to God Almighty for the completion of this project. Thank  father and mother to help me complete my studies and completion of this project that I might have an incentive in the future. Thank you to all of my colleagues to help me ideas for this project. Thank you Mrs. Udaya Sabarish because it was a guideline and help me to complete my project and how the project and how to complete this project. 
Thanks to the management and staff of Oman Arab Bank on the capacity of patience who cooperated with me at every stage, they gave me their precious time and provided me with all the information I want. Thank Muscat College for the provision of equipment and printers.





















TABLE   &CONTENTS
	Title
	Page

	Cover page stage 1
	1

	Acknowledgements
	2

	CONTENTS
	3-4

	(1)  Stage 1 : Planning Stage
	5

	(1.1) Personal Assessment
	6

	(1.2) Title of the project 
	6

	(1.3) Statement of the issue to be investigated
	6-7

	(1.4) Aims and objectives of the project
	7

	(1.5) Reason for the choice of the issue
	7

	(1.6) Justification for the choice of business
	7-8

	(1.7) Range of primary and secondary source of information
	8

	(1.8) Research Methodology
	8-9

	(1.8.1) Type of data to be collected
	9

	(1.8.2) Methods of data collection
	9

	(1.8.3) Designing of data collecting tools
	9

	(1.8.4) Method of data presentation
	9-10

	(1.8.5) Method of data analysis
	10

	(1.9) Devising the plan
	10-11

	(1.10) Identification of the resources
	11

	(1.11) Activity log
	12

	Cover page stage2
	13

	(2) : Stage 2  Developing Stage
	14

	(2.1) Section1: How the issue affects the organization
	14

	(2.1.1) Customer Care 
	14

	(2.1.2) Customer care in the bank 
	14

	(2.1.3) Level of customer care 
	14

	(2.1.4) The importance of customer care 
	15

	(2.1.5) The importance of customer care for bank 
	15

	(2.1.6) Service quality and measure of service quality
	15

	(2.1.7) Employee performance and benefit:
	15-16

	(2.1.8) The Benefits of customer care
	16-17

	(2.1.9) Service recovery strategies
	17

	(2.2) Analysis of Primary and Secondary source of data
	17-25

	(2.3) Assessment of the implications
	25-27

	(2.4) Conclusion of investigation 
	27

	(2.4.1) Conclusion
	27

	(2.4.2) Recommendations
	28

	(2.5) Bibliography
	29-30

	Cover page stage 3 
	31

	(3) Stage 3Evaluating stage
	32

	(3.1)Section 1: Investigation outline
	32

	(3.2) Section 2: Meeting our objectives
	32-33

	(3.3) Section 3: Effectiveness of the planning and developing stages
	33

	(3.3.1) Effectiveness of planning stage
	33

	(3.3.2) Effectiveness of developing stage
	33

	(3.4) Section 4: Assessment of the primary and secondary sources
	34

	(3.5) Section 5: Assessment of the strengths and weaknesses of the report 
	34

	(3.5) Section 5: Assessment of the strengths and weaknesses of the report 
	34

	(3.6) Section 6: Recommendations for future investigations
	34-35

	(3.7) Section 7: Assessment of new skills and knowledge gained
	35

	Appendix
	36-38



[image: 2%20with%20line]


Stage 1 
 Planning Stage

· Title of the project
· Personal assessment
· Aims and objectives of the project
· Reasons for the choice of issue 
· Justification for the choice of business
· Range of primary and secondary sources of information
· Research methodology







Stage 1: Planning Stage
(1.1) PERSONAL ASSESSMENT
In order to complete this study the researcher has good communication and conducting interpreting and analysis skills of research. In addition, ithelps the researcher to improve and develop knowledge. The researcher has made use of different methods ofprimary data collection like interview and questionnaire.Interview methods of data collection can help the researcher to get first-hand information about the customer care. The questionnaire or customer’s survey helps the researcher to evaluate and increase the value of research.Through the questionnaire methods the researcher able to contact large numbers of people quickly, easily and efficiently. The researcher get large amounts of information can be collected from a large number of people in a short period of time. 
Business Grade unit 2 increases the researching skills of the student and enables them to improve many skills and also developed the skills of researching, by using various sources, such as internet and books. This project relates toCustomer Care of Oman Arab bank in Muscat and the main objective is to analysis the nature of Customer Care provide idea by Oman Arab Bank.  
(1.2) Title of the project 
A study of customer care in Oman Arab bank in Muscat.
(1.3) Statement of the issue to be investigated
[bookmark: _GoBack]This is about the level of customer care in Oman Arab bank in Muscat. This study is important to maintain the customer happy. It is to know how the organization can improve their service in order to satisfy different customers from different regions. This will help in understanding the importance or the benefits that Oman Arab bank gets when they meet the customer’s expectation by identifying methods that bank will use to know the viewpoint of customers about services. This will help to improve the quality of services of the already satisfied customers. This will evaluate Oman Arab bank, as it meets its mission which is to be the leading multi branded banks chain, with an excellent care for customers and staff, to maximize revenues and profits by utilizing all opportunities offered, whilst implementing international standards and maintaining local favors. Oman Arab bank aims to maintain its position of a quality brand provider by rationalizing its brand standards, enforcing conformity and ensuring high levels of service.Repeat business is the backbone of selling. It helps to provide revenue and certainty for the business. Organizations are dependent upon their customers. If they do not develop customer loyalty and Care, they could lose their customers. The purpose of the organization is to fulfill the needs of the customers.
(1.4) Aims and objectives of the project. 
· To evaluate thecustomer care in Oman Arab bank in Muscat.
· To understand customer care and the level of quality services in Oman Arab bank in Muscat.
· To identify the customer care for Oman Arab bank at Muscat.
· To recommend various strategies to improve customer care.

(1.5) Reasons for the choice of issue 
The reason of choosing this topic is to know the level of customer care in Oman Arab bank because customers are the most important aspects to make the any business successful. It directly impacts a bank’s bottom line of profitability. It is also one of the important components of a bank’s positive brand image. It costs far less to retain a happy customer than it does to find a new customer. Every organization tries hard to reach customer expectation through offering high quality of services and also develop their methods of services. It is necessary to care about the customers and make them feel very happy and satisfied. Not only that, this is an HND requirement that a research  should be carried out on any of the subjects studied previously like marketing, create culture of customer care, and how will they be implemented in the real business life. The marketing department helps to build trust and good relation with customers, as its responsibility is to understand customers demand and search for new or developed products and services to attract customers and maintain customer care. This is also an interesting topic and very useful for any bank or enhancing the reputation.
(1.6) Justification for the choice of business 
The data utilized is facile to gather because the Oman Arab Bank is tremendously facilely accessible. It’s one of the good banks in Oman and it has increased their revenue in appealing supplementary customer s and making the customer s loyal. The Oman Arab Bank propositions (from all departments) varied services alongside elevated quality for customer s that came from disparate countries. A lot of people sojourn this bank and use its services. Oman Arab Bank endeavors to comprehend disparate customer s so as to encounter their anticipation, additionally at the comparable  display the Omani culture. It additionally hunts for countless disparate methods to customer  loyalty. The choice of this edifice was instituted on the fact that the customer skill there has distinctive training strategies for operatives to how to care the customer. It’s additionally because there is a large care of operatives by the customer care department. The consenting will be relevant to association like Oman Arab Bank as it will assistance them to comprehend the connection amid customer care and the level of quality services in Oman Arab bank in Muscat.
(1.7) Range of primary and secondary sources of information 
The primary sources of information will be obtained through: Both primary and secondary sources will be used. 
Primary Sources:
· Interview with face to face. Interview will give first-hand information about customers.
· Questionnaire for the customers.
· Meeting with the staff for this company 
The secondary research following ways will be used: 
· Information from web site.
· Books, Magazine, Manual  and brochure for this bank 
· Newspaper articles.

(1.8) How the investigation will be conducted (RESEACH METHODOLOGY) 
The methods of research that used to gathering the information about level of customer care in Oman Arab bank will be as following steps:
Sampling method 
There are 120 employees work in Oman Arab bank in Muscat and the questionnaire will be with 15% of total employees. This is equal to 15 random employees will need to distribute the questionnaire employees. The interview includes employees from different departments in Oman Arab bank. These employees are dealing with or serving the customer during their work in bank. These employees have an experience and knowledge as to how they can make the customer happy and satisfied of the servicesoffered.  The survey will be cared to Oman Arab bank customers that include 10 males and 10 females. The customers have different level of customer care as each males and female have different expectation through used the bank services.
(1.8.1) Type of data to be collected:
Type of data gathered from interview is about types of services the Oman Arab bank offers like customer care, banking services. The bank departments directly or indirectly deal with customers and the benefits that the bank and staff can get from customer care. The questionnaire or customer survey is the other method used to know  if the services offered in the bank  are good enough to meet their expectation and to make customers care or not.
(1.8.2) Methods of data collection:
The methods will be used are interviews and Questionnaire, the research will provide original data mean that get better approximate data. There are many routes can use for interviews. Another methods will be used are web site, Manual and brochure, Books and magazine for this bank. The research will provide first information and available data with short times. 
(1.8.3) Designing of data collecting tools:
For the interview there will be 12 questionnaire yes or no questions to the staff. This will be enough meeting or talking and asking questions with employees in different departments and recording their answers. It is a better way to gather the information directly and also gets information not publicity available to the topic
The questionnaire has 12 questions, which ask about the customer’s opinion of quality of services during bank. The questionnaire requests from customers to write down the reply in the space provided. Distributing survey helps to gather information directly observed as personal fact or individual opinions about the services.
(1.8.4) Method of data presentation:
Graphics and tables will be utilized because they are functional for delineating trends, connections and comparisons. Questionnaire will be on document, as charts and tables will examine and give percentages, ratios etc. The consequence will present clear believed concerning bank efficiency and operatives' presentation to customer care. The questionnaire will be present as table to display the reply of males and females customer s in Oman Arab Bank. Present all questionnaire data in table of reply of quality of services as well as their Care of all services. 
(1.8.5) Method of data analysis:
From interview the author can examine the answers of all workers to comprise concerning the bank departments that proposal assorted services and how it industrialized their services to encounter customer’s expectation. From survey the author can examine the data in easy percentage for every single question and assess the level of customer’s care for every single kind of services that Oman Arab Bank offers.

(1.9) Devising a plan 
(1.10) 
	Stage 1:
	Planning
	Week No.
	Date

	
	· Registration 
	Week 1

	29/12/12 ــ 2 /1/13

	
	· Title of the project
· Personal assessment
· Aims and objectives of the project
	Week 2
	5 - 9 /1/13

	
	· Reasons for the choice of issue 
· Justification for the choice of business
	Week 3
	12 - 16  /1/13

	
	· Range of primary and secondary sources of information
· Research methodology
	Week 4
	19 - 23 /1/13

	
	· Checking of Draft
	Week 5
	26 - 30 /1/13

	
	· Submission of Planning Stage
	Week 6
	2 - 6 /2/13

	
	· Resubmission of Planning Stage
	Week 7
	9 - 13 /2/13

	
	· Authentication and Feedback for Stage
	Week 8
	16 - 20 /2/13

	Stage : 2
	Developing
	Week No.
	Date

	
	· Introduction
	Week  9
	23 - 27/2/13

	
	· How the issue affects your chosen organization or organization
	Week  10
	2 - 6 /3/13

	
	· Analysis of the primary and  secondary sources of information and data collected
	Week  11
	9 - 13 /3/13

	
	· An assessment of the implications
	Week  12
	16 - 20 /3/13

	
	· Conclusions from your investigation
	Week  1
	6 - 10 /4/13

	
	· Conclusions from your investigation
	Week  2
	13 - 17 /4/13

	
	· Checking of Draft
	Week  3
	20 - 24 /4/13

	
	· Submission of Developing Stage
	Week  4
	27 /4/13 -1 /5/13

	
	· Authentication and Feedback for Stage 2
	Week  5
	4 - 8 /5/13

	Stage: 3
	Evaluating Stage
	Week No.
	Date

	
	· Evaluating Stage – Introduction
	Week  6
	11 - 15/5/13

	
	· Submission of Evaluating
	Week  7
	18 - 22 /5/13

	
	· Submission of Evaluating Stage
	Week  8
	25 - 29 /5/13

	
	· Resubmission of Evaluating Stage
	Week  9
	1 - 5 /6/13

	
	· Authentication and Feedback for Stage 3
	Week  10
	8 - 12 /6/13

	
	· Final Draft Checking
	Week  11
	15 - 19 /6/13

	
	· Final Submission
	Week  12
	22 - 26 /6/13



(1.11) Identification of the resources:
Research uses more than 75% resources collected from primary sources as general information: Interview, Questionnaire, and Meeting. The researcher will conduct the interview with the Director of customer care in Oman Arab Bank. The secondary resource information will be collected from books, Manual, brochure, internet, and labs.

(1.12) Activity log:
	Stage 1
	Planning
	Week
	Date
	Activity

	
	· Title of the project

	Week 1
Week 2
	29/12/12
09/01/13
	· Choosing a topic for the project.
· Choosing the right company for the chosen title.

	
	· Aims and objectives of the project
· Statement of the issue to be investigated
· Reasons for the choice of issue
· Justification for the choice of business

	Week 3
Week 4
	12/01/13
23/01/13
	· Writing the aims and objective for the project.
· The statement of the issue to be investigated.
· Writing the reasons for the choice of issue.
· Writing Justification for the choice of business.


	
	· Range of primary and secondary sources of information
· Research methodology
	Week 5
Week 6
	26//01/13
6 /02/13
	· Range of primary and secondary sources of information.
· Writing Research methodology.


	
	· Submission Date
	Week 7
	9 – 13 /02/13
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Stage 2
Developing stage

Stage 2: Developing stage
Section 1:How the issue affects your chosen organization or organizations.
Section 2: Analysis of the primary and secondary sources of information and data collected.
Section 3: An assessment of the implications.
Section 4: Conclusions from your investigation.









Stage 2: Developing stage
(2.1) Section 1: how the issue affects the chosen organization?
(2.1.1) Customer Care 
According to Kotlerand Armstrong   (2008) Customer Care is the skill and obligation to fulfill or gratify customer needs and care to the conception of worth for customer s, anticipating and grasping their expectations. Customer Care is associated alongside feelings of both affirmative and negative experiences to the product or services that the bank provides. Customer Care is related alongside customer s feeling of pleasure for services that make the customer sense happy and satisfied. The customer will be gratified afterward stable propositions a product or services the customer needs and wants. The bank provides a brilliant feature of product and services to encounter customer expectations. 
(2.1.2) Customer care in the bank industry 
Customer care has come to be so vital and momentous to ponder exceptionally in the commercial company sector whether innately or globally. As banks tolerate to furnish an rising number of commercial services and produce, they face the trial of incorporating these disparate arrangements into a consistent, effectual groundwork, as carrying the highest level of customer ability and ease lacking exposing their customer s to the bank’s inner arrangement integration problems.
Zadjali (2012) stated that the customer care depends on the service offered on what customer needs to satisfy their needs. It is the outcome of the customer's perception of the value received in a relationship of service that a bank provides and matching their expectation.
(2.1.3) Level of Customer Care
According to Armstrong and Kolter (2004) Customer care depend on the product and ability observed presentation associating to Customer expectations alongside bank's performance. Statedthat care can be divided into 4 levels based on the following:
· if performance falls short of the expectations the customer is dissatisfied, this leads to losing the customer and business 
· Meeting or matching customer expectation is required to stay in business or survive. When meeting expectation leads to make customer satisfied with no complaints.
· Exceed the expectation leads customer to feel highly satisfied or delighted which can be through surprising the customer.
· Amazed customer will lead to improved business and reach high level of satisfaction. This will help the organization to increase the market share as well as to increase growth and profitability.
Every organization ties to keep customer satisfied, in return these benefits, repeat purchase and telling others about their good experience with a product or service. The company can increase the customer satisfaction by lowering its price and increasing its service offered.

(2.1.4) THE IMPORTANCE OF CUSTOMER CARE
Zeithaml and Bither (2006) stated that the customer care is the most vital portion for the company as it helps make larger profits that those that plummet to comprehend and gratify them. Customer care helps association to appeal extra customer s and rise profitability. Customer care helps association to craft a affirmative connection alongside customer in order to craft customer's higher commitment. It has a remarkable affirmative result on customer deeds that creates affirmative compliments on the recapped visitor rates.
(2.1.5) Importance of customer care for bank
According to Armstrong and Kolter(2004)customer care is very important for banks because its business completely depends on the customers. If the customer is satisfied, the business will grow, increase its revenue and it will succeed. Service quality and customer satisfaction are key factors in the battle to obtain competitive advantage and customer retention. The bank can get much other advantage to maintain customer loyalty, get more new customers and increase bank's excellent service provision.
(2.1.6) Service quality and measure of service quality
Wood (2002) stated those quality way difference things to disparate customer and how well customer needs are satisfied. The ability quality can be categorized to a little agents or dimensions on the following:
· Reliability or can be shouted carrying on promises that is the skill to present the promised ability dependably and accurately. It is concerning transport, ability ability, setback resolution and pricing.
· Responsiveness is willingness to aid customer and bestowing punctual service. It is across attentiveness and promptness in dealing alongside customer demands, inquiries, complaints and problems.
· Empathy is indulging and kind the customer alongside individual attention. His will craft a feeling that customer s are exceptional and distinct and that their needs are understood. It can additionally furnish a good connection alongside operatives and customer as well as rise the workers vision of customer’s necessities and preferences.
· Assurance is the skill and vision of operatives that is to enthuse belief and confidence. it is vital for the services of that operatives sense tentative concerning their skill to assess aftermath 

(2.1.7) Employee performance and benefit: 
According to Cravens and Piercy (2006) Customer care is additionally related to the noted presentation of a product, upholding skill and the standards that customer use to assess that performance. The association is committed to furnish skill quality and in such a method that the customer link operatives present their job well. The job presentation aspects like friendliness, teamwork, and manipulation and customer care. Every single operatives who deal or assist customer are embodied the most vital link to craft good connection as well as a serving of customer perceptions of skill quality. The operative presentation can change customer care that affects the firm accomplishment in profitability or organization’s image. For that reason the association has to care considering the operatives and develop their presentation across training in order to furnish skill specifications and data considering customers. This wills assistance operatives to development their presentation across the rewards and customer care.
(2.1.8) The Benefits of customer care
Craven andPiercy (2006) stated that organization can get many benefits or advantage from customer care. As customers are satisfied on company’s products and services it will lead to increase in number of customer with less spent for advertising. This can be through a customer, who has already satisfied, positively talks or tell others about the company and its products or services and remain loyal for long time. All these help to increase the reputation and profitability. It also helps to be a strong competitor in increasing investment or business.


(2.1.9) Service recovery strategies
According to Zeithaml, Bither and Gremler (2006) ability recovery strategies aid association enhance. Its quality services and increases the customer care. The most vital key constituents of strategies are as follows
· Encourage and track complaints 
Firms can use customer inspection across Care surveys, critical events studies, and capitulated customer study and e-mail can additionally be utilized to enthuse, and trail complaints. Firms can use a multimedia request for facile scrutiny, sorting, reply to and trail automatically the complaints.
· Act Quickly
The Bank provides training for operatives specially the front workplace operatives who are undeviatingly deals alongside customers. They demand the skills, power and incentives in grasping customer and resolve them quickly. Such skills contain tabulating the customer’s setbacks, seizing incentives, recognizing resolutions and responding instantly to craft a good impression to the customer.
· Cultivate relationship with customers 
The bank builds a forceful connection alongside the customer to protect its company from negative influences of wrecks on customer care. This relation can furnish a vital buffer to ability banks after wrecks occur. Its helps to rise loyalty goals, cut wreck of care as well as cut negative word of mouth communication.
· Learn from lost customers
A bank has to focus on the significance and profitability in recognizing the reasons of all customer s that have left. This can be across marketplace scutiny that can furnish the reasons of customer s who have left and who can assist in stopping wrecks in the future.


(2.2)Section 2: Analysis of primary and secondary sources of information and data collected 
1. How would you rate the overall condition of customer care in Oman Arab Bank provided?
Table 1(Rating the overall Condition of customer care in Oman Arab Bank provided)
	Responses 
	Total Respondents
	Percentage

	Very cared
	10
	50%

	Cared
	7
	35%

	Neutral
	3
	15%

	dissatisfied
	0
	0%

	Very dissatisfied
	0
	0%

	Total 
	20
	100%


Table 1 shows the result of the customer responses on the rating of customer care of the overall condition of Oman Arab Bank provided. 50% of the respondents said that they were very cared because they felt happy of the bank provided and comfortable, 35% were cared because the bank service provided with good condition and 15% felt neutral because they visited the bank for first time.
2. How understanding is the staffs who work in this bank?
Table 2 (Understanding was the staffs who work in this bank)
	Responses 
	Total Respondents 
	Percentage 

	Very cared
	10
	50%

	Cared
	8
	40%

	Neutral
	2
	10%

	dissatisfied
	0
	0%

	Very dissatisfied
	0
	0%

	Total 
	20
	100%


Table 2shows the result of the customer responses on the rating of customer care of the Understanding was the staffs who work in this bank. 50% of the respondents said that they were very cared because they felt comfortable because the staff is very helpful. 40% were cared because the office and surrounding is helpful and 10% felt neutral because they have no comment about customer’s services.
3. How attentive was the customer service to your needs?
Table 3  (Attentive was the customer service to your needs)
	Responses 
	Total Respondents 
	Percentage 

	Very cared
	5
	25%

	Cared
	10
	50%

	Neutral
	3
	15%

	dissatisfied
	1
	5%

	Very dissatisfied
	1
	5%

	Total 
	20
	100%


Table 3 shows the result of the customer responses on the rating of customer care of Attentive was the customer service to your needs. 50% were cared because the bank provide different types of service and help, 25% of the respondents said that they were very cared because they get excellent services with attractive presentation, 15% felt neutral because it’s their first time to visit the bank, 5% were dissatisfied because the take more time and 5% said they were very dissatisfied because some staff no have some experience to solve the problem.
4. How would you rate the customer services?
Table 4    (Rating the customer services)
	Responses 
	Total Respondents 
	Percentage 

	Very cared
	6
	30%

	Cared
	8
	40%

	Neutral
	3
	15%

	dissatisfied
	2
	10%

	Very dissatisfied
	1
	5%

	Total 
	20
	100%


Table 4 shows the result of the customer responses on the rating of customer services of customer care of bank services. 40% were cared because the service is very nice 30% of the respondents said that they were very cared because the service is fast and excellent, 15% felt neutral because it’s their first time to visit the bank and have no idea, 10% commented that they are dissatisfied because service is not good and 5% says very dissatisfied because the service is poor.
5. How would you rate the overall quality of the service of front office department?
Table 5(Quality of the service of front office department)
	Responses 
	Total Respondents 
	Percentage 

	Very cared
			9		
	45%

	Cared
	10
	50%

	Neutral
	1
	5%

	dissatisfied
	0
	0%

	Very dissatisfied
	0
	0%

	Total 
	20
	100%


Table 5 shows the result of the customer responses on the rating of customer care on quality of the service of front office department. 45% of the respondents said that they were very cared because the front office provides fast service and very helpful, 50% were cared because of good communication and 5% felt neutral because they visited the bank first time. 
6. How would you rate responsiveness, courtesy and friendliness of staff?
Table 6    (Rating responsiveness, courtesy and friendliness of staff)
	Responses 
	Total Respondents 
	Percentage 

	Very cared
			8		
	40%

	Cared
	10
	50%

	Neutral
	2
	10%

	dissatisfied
	0
	0%

	Very dissatisfied
	0
	0%

	Total 
	20
	100%


Table 6 shows the result of the customer responses on the rating of customer care of rating responsiveness, courtesy and friendliness of staff.40% of the respondents said that they were very cared because all staff members are friendly and helpful, 50% were cared because the staff has smiling faces and communicates well and 10% felt neutral because they don’t have any comment.
7. How would you rate the quality of service that you received during this visit?
Table 7   (Rating the quality of service that you received during this visit)
	Responses 
	Total Respondents 
	Percentage 

	Very cared
	2
	10%

	Cared
	13
	65%

	Neutral
	5
	25%

	dissatisfied
	0
	0%

	Very dissatisfied
	0
	0%

	Total 
	20
	100%


Table 7 shows the result of the customer responses on the rating of customer care of rating the quality of service that you received during this visit. 10%  of the respondents said that they were very cared because the customer care is very clear  and public place has a good ambiance, 65% were cared because the public place were clean and nice and 25% felt neutral because they don’t have any comment.
8. How would you rate the bank in terms of providing good services and to your needs?
Table 8   (Rating the bank in terms of providing good services and to your needs)
	Responses 
	Total Respondents 
	Percentage 

	Very cared
	5
	25%

	Cared
	10
	50%

	Neutral
	3
	15%

	dissatisfied
	2
	10%

	Very dissatisfied
	0
	0%

	Total 
	20
	100%


Table 8shows the result of the customer responses on the rating the bank in terms of providing good services and to your needs. 25% of the respondents said that they were very cared because they feel at bank and everything was available, 50% were cared because the bank provide 24 hour bank services, 15% were neutral because it’s their first time visit bank and 10% says dissatisfied because it is not matched the customer expectation.
9. How satisfied are you with the current services offered at bank?
Table 9 (Satisfied are you with the current services offered at bank)

	Responses 
	Total Respondents 
	Percentage 

	Very cared
	7
	35%

	Cared
	10
	50%

	Neutral
	2
	10%

	dissatisfied
	1
	5%

	Very dissatisfied
	0
	0%

	Total 
	20
	100%


Table 9shows the result of the customer responses on the satisfied are you with the current services offered at bank. 35% of the respondents said that they were very cared because the employees have been more careful, 50% were cared because the bank provide better services, and 10% felt neutral because it is their first time to visit the bank and have no idea at all and 5% says dissatisfied because they expect more. 
10. How would you rate overall the services of this bank?
Table 10    (Rating overall the services of this bank)
	Responses 
	Total Respondents 
	Percentage 

	Very cared
	1
	5%

	Cared
	13
	65%

	Neutral
	5
	25%

	dissatisfied
	1
	5%

	Very dissatisfied
	0
	0%

	Total 
	20
	100%


Table 10shows the result of the customer responses on the rating overall the services of this bank. 5% of the respondents said that they were very cared because of  the high service deserve good price, 65% were cared because make the customer feel satisfied about office  and service, and 25% felt neutral because they don’t care about tax of service and 5% says dissatisfied because the tax is little higher than expected.
11. How would you rate overall the ability of bank to meet your need?
Table 11 (Rating overall the ability of bank to meet your need)
	Responses 
	Total Respondents 
	Percentage 

	Very cared
			9		
	45%

	Cared
	6
	30%

	Neutral
	5
	25%

	dissatisfied
	0
	0%

	Very dissatisfied
	0
	0%

	Total 
	20
	100%


Table 11shows the result of the customer responses on the rating overall the ability of bank to meet your need. 45% of the respondents said that they were very cared because everything the customer need is available, 30% were cared because the bank tries hard to provide customer needs , and 25% felt neutral because it’s their first time to visit the bank.
12. How would you rate overall your experience about the bank?
Table 12 (Rating overall your experience about the bank)
	Responses 
	Total Respondents 
	Percentage 

	Very cared
		8	
	40%

	Cared
	7
	35%

	Neutral
	5
	25%

	dissatisfied
	0
	0%

	Very dissatisfied
	0
	0%

	Total 
	20
	10%


Table 12 shows the result of the customer responses on the rating overall your experience about the bank. 40% of the respondents said that they were very cared because they have positive expectations and feel welcome to return again , 35% were cared because the bank providesgood service and handle complaint effectively , and 25% felt neutral because customer have no complaint.
Summary of finding:
Customer care is the key for survival and success of any business, particularly the banking services. Care is met when the services or product offered matches with customer’s expectations. For that every organization including banks offer high quality services depending on customer needs and wants. Increased customer care helps to get loyalty, attract more new customers in order to increase revenue and reputation. Care is also affected by employee’s performance. The employees needs training, rewards and motivation to serve customers efficiency and effectively. They are important as they build good relation with reflects the increased level of customer care. The organization can improve quality of service by improving employee performance; this will be through service strategies which provide better understanding of customer’s behavior and developing the quality of service.The finding is as follows:
· Customers  are cared from  the bank 
· Customer care or  services are well organized 
· Front office staff provides good services on welcoming customer and providing their requests 
· Responsive , courteous and friendly staff members which gives the bank a positive image 
· Good  places are well kept and organized for better  of the customer
· Bank provides 24 hours customer services  
(2.3) Section 3: Assessment of the implications
According to Adcock and Bradfield, (1998) both internal and external environments lead business to success or failure and also affect company’s performance. The organization has a market system that is used to find tune to its performance in the interest of the highest customer value and also support its objectives.The business influences many people like employees, customer, suppliers and local community as well. It must be taken cared because it affects the revenue and success.
The implication of customer Care to the customer : Cartwright and George, (1997) stated that customer care helps to create a good relationship, trust which consider high level of loyalty and lead customer to be loyal to the bank. Loyalists are customers who feel highly satisfaction and willingly repurchase or continue buying. It also leads to the customer commitment and come more time and a long time and continually seeks to deal with same bank.
The implication of customer care to the operative: Operatives have to uphold link and safeguard reciprocally productive relations because possessing a forceful result on accomplishment that can be across brand picture, product, acceptability, customer ability, transactions relation and firm reputation. Additionally increasing the decision making power of operatives makes associations extra flexible, competitive and efficient.The operative presentation can rise Care of customer in revisit it increases job Care, reduces job stress. According to Cartwright and George (1997) predominance and quality are factors set as a portion of competition. For that bank keeps on enhancing the ability quality. A proposal of the highest average can appeal extra customer s and imitate elevated worth for quality.
Bank can share a Total quality Management (TQM) which helps to:
· Use of quality components 
· High design quality, as customers except from bank service 
· Confirm on staff training 
· Commitment to continuous improvement 
· Attention to details 
· Using quality circles to find solutions 
The implication of customer care to the bank industry
According to Sturdy, Grugulis and Willmot (2001) bank performance includes measuring customer satisfaction, establishing new performance standards and thereby getting greater control over and refusing of professional service work. It leads to be being a strong competitor in the banking services .The reducing environmental impact of business can use local customer as the source of sales for improving reputation and also easy to attract and retain dedicated staff. Location of the bank can also impact on the business as it is type of strategy to attract customers with bank location. The approaches of bank strategic help to gain or retain competitive advantages.
According to Zadjali. (2012) business can maximize performance either by striving to be the low cost producer in an industry or by differentiating its line and product from other business .Bank can achieve competitive advantage through three strategies of Porters which are cost leadership, differentiation and focus. Related to the competitive advantages model of Porter, a competitive strategy takes defensive action to create defendable form competitors in order to cope successfully.Focus strategy can help to segment markets and able to identify target market segment. It assess, meets the needs and desires of buyers in that segment better than any other competitors. Creating value and uniqueness can be through service innovation, super service, creative advertising and better supplier relationship which lead to better service, increase satisfaction of customer and maintain them loyalty as well.

(2.4) Section4: Conclusion of investigation 
(2.4.1) Conclusion 
This study provides details information about customer care of Oman Arab Bank. It discusses the customer satisfaction and its level, the importance of customer satisfaction, service quality, employee’s performance and service recovery strategies. The customer satisfaction is very important to increases revenue and brand image. This through the quality of services offered by Oman Arab Bank as well as the employee performance and a string relationship with customers.
The customer satisfaction can get positive influence on the perception or expectation of customer. This lead to raise loyalty, attract more new customers, increase profitability and reputation. By using the service recovery strategy organization can enhance the quality of service and provide more information for the customer on their complaints.
(2.4.2) Recommendation 
This investigator exposed that a little customers contacted dissatisfied on quality and services department of Oman Arab Bank. This Care can imitate negative alter to bank because this department is a vital portion in the bank in order to encounter bank standing and revenue.
The recommendation as follows:
1. Provide better training data to develop the vision, skills and enhance the quality of the services of staff
2. Provide details of information about customer needs and wants to satisfy customer 
3. Motivate employees to work according to standardized procedures of the bank to reach highest customer satisfaction level.
4. The bank must give more attention to customer comment and feedback for each service provided to improve the quality based on international standards.
5. The bank must understand the reasons of dissatisfaction, additionally, employees need to act quickly and don’t keep customer waiting as well as handling customer complaints to avoid any negative comments.
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Stage 3
Evaluating stage


Section 1: Investigation outline 
Section 2: Meeting our objectives
Section 3: Effectiveness of the planning and developing stages
Section 4: Assessment of the primary and secondary sources
Section 5: Assessment of the strengths and weaknesses of the report
Section 6: Recommendations for future investigations
Section 7: Assessment of new skills and knowledge gained









(3.1) Section 1: Investigation outline:

The investigation is divided into three stages which are planning, developing, and evaluating. The first stage explains the basics of investigation and plans the process of investigation and plans the process of investigation. The second stage indicates the detailed information of customer care and its effect in the organization. It aims to investigate the customer care in the Oman Arab Bank and to describe the level of customer care the guest felt about bank services.  This investigation provides clear understanding how the customer care is measured, factors to increase customer care and how customer care impacts on the organization.
The researcher evaluates the investigation of the level of customer care in the Oman Arab Bank. The evaluation includes all activities of the investigation to provide a clear picture of how Oman Arab Bank succeeds in maintaining customer care. It also evaluates the investigation itself through effectiveness of stages to provide the strength and weakness. The evaluation includes the skills and knowledge the researcher gained, the resource used and some recommendation for future investigation
(3.2) Section 2:Meeting our objectives:
The first objective is evaluating the importance of customer care in Oman Arab Bank. This objective is met in the questionnaire. The customer care is important. The bank cares about the customers to maintain satisfied. The customer care is the most important for Oman Arab Bank in order to maintain success, increase profit or revenue and increase competitive advantage in the bank services .
The second objective is to measure the relationship between customer care and the level of quality services in the Oman Arab Bank. This objective is, met as there is a strong relationship between customer care and level of quality of services. Based on the questionnaire, most guests felt satisfied from the quality of bank services. It was found out that the bank has a good ability to meet customer needs. The bank provides good services in high standard to increase customer care. The high quality is that the customer’s want and to match with their expectation. 
The third objective is to identify the influences or benefit of the organization and employees to meet customer care in Oman Arab Bank. The bank gets many benefits for both the bank its and the employees. Customer care leads to maintain customer loyal and get more new customer in order to increase revenue. The customer gets positive experience which leads positive word of mouth as well as positive brand image. The high level of customer care helps Oman Arab Bank to maintain its competitiveness and popularity. The employees will increase job customer care and get good relationship with guests. In an interview employee in bank guests express their high level of customer care.
The fourth objective is to recommend various strategies to improve customer care.This objective is met however there are some guests who felt dissatisfied of same services which lead to loss of customer. So it is recommended to improve quality of services through suitable training for employees and raise the quality of services.The interview results show that Oman Arab Bank can improve and increase customer care by developing employee’s performance and quality of services. The strategies are to serve efficiency and quick care to customer action to complaint to increase the customer care for better relationship. The services can improve high quality at par with guest’s expectation by understanding customer from take their feedbacks. The bank can increase the employer’s performance by developing their experience and offering training to improve weakness. The employees are very important because they deal with customer and handle the business which they need to understand customer and serve them effectively 
(3.3) Section 3: Effectiveness of the planning and developing stages 
The brief arranging had spelt out the tasks inside particular time. It is going well and efficiently because the researcher pursued what was synchronized in the plan. It provides clear line to finish the investigation and to do every single task in precise period extremely easily.
(3.3.1) Effectiveness of planning stage 
The first stage which is planning stage worked well as researcher can complete it in specific time and implement as planned. The researcher used both sources which had planned as well as in the research methodology indicated with sample of questionnaire and interview. In the planning stage, investigation activities are divided with in deadline to complete the work on time. It is very helpful to organize the activities and coordinate the steps of the investigation. The planning stage is the basic of investigation as it the first step of investigation.
(3.3.2) Effectiveness of developing stage 
This stage is effective because the information related to the topic has been gathered and connected all the data supporting the investigation in order to achieve the objectives. The second stage which is developing stage is carried well as planned but it took one more week to organize the research. It is planned to be complete in 7 weeks however it extended to 8 weeks. The developing stage explained the affective of customer care in Oman Arab Bank. The researcher enable to make analysis of the questionnaire to measure the level of customer care related to all services provided in the Oman Arab Bank. The developing stage provides information about the implementation of strategy to increase customer care of customer, employees and the bank services. It has also a summary of finding which briefly organize the findings of first and second section of the investigation. At the end of developing stage, some recommendations are provided for the Oman Arab Bank to improve level of customer care. The conclusion of the investigation to be included.

(3.4) Section 4: Assessment of the primary and secondary sources 
Assessment of main sources: The main date is extra reliable than supplementary origins because it is utilized for specific intention of the investigation. The researcher gathered data for this investigation from interview and questionnaire. 
(3.5) Section 5: Assessment of the strengths and weaknesses of the report 
Strengths of the report are:
· It comprehensively covers the main objects that would need to be presented by a customer care or customer services department in Oman Arab bank.
· This report is specifically design and readable two resolve each setback in future.
· The sections are linked with each other and having consistency.
Weaknesses of the report are:
· It is too short. Extra aspects might have been discussed.
· It might have been projected extra comprehensively.
· It is not giving the clear picture of what exactly the customer care of Oman Arab Bank should be because some of the answers were not clear.
(3.6) Section 6: Recommendations for future investigations
· Choosing a topic carefully so that targets can benefit a large segment of society from the results of the study.
· Data analysis requires experience and knowledge, so must the researcher reading on various topics, especially for the preparation of research and analysis, rather than quote.
· Ensuring the preparation of the questionnaire accurately and objectively, and not only for the formulation of questions received an answer of the respondents.
· Commitment to the confidentiality of the data that was obtained from the various Establishments.
· The researcher must be neutral when having results, so that withholds adapting data for indicators serve the purposes of personal or professional intentions do not affect the preparation of the scientific research.
· Reading the frequently asked questions concerning the questionnaire and interviews to respondents and clarified, and not sent to them via various channels because these respondents may have specific questions
· Do not accept any information contained in the websites without research on several additional sites.
· Patience is the road to success.
(3.7) Section 7: Assessment of new skills and knowledge gained 

· Apply the skills and knowledge gained during assessment in new situations.
· The researcher is providing relevant skills and expertise to make an impact on these issues.
· The researcher are identify their aptitudes, abilities, and interests and articulate their future goals and aspirations.
· Modify their behaviors and values in response to knowledge and skills gained from the academic and co-curricular experiences.
· Recognize the synthesis of their university experiences relative to their future education and career plans.
· Identify and describe commonly shared expectations for learning for each outcome.
· Solving relatively open problems which invite the production of divergent responses because they admit different solutions, often at varying levels of math emaciation.
· Solving incomplete problems which, before they can be solved, require students to search for and obtain data and references.



Questionnaire with Oman Arab Bank (Muscat)
Appendix 1:
Questionnaire of customer care in Oman Arab Bank (Muscat)
The customer (gender):    Male     	Female  	
How often have you visited this bank?
Once         	Two- four times 	more than 5 
	How satisfied are you with the services provided by Oman Arab Bank
	Very cared 
	Cared 
	Neutral 
	dissatisfied
	Very dissatisfied

	1. How would you rate the overall condition of Oman Arab Bank provided
	
	
	
	
	

	2. How understanding was the staff who work in Oman Arab Bank
	
	
	
	
	

	3. How attentive was the customer service to your needs?
	
	
	
	
	

	4. How would you rate the customer services?
	
	
	
	
	

	5. How would you rate the overall quality of the service of front office department?
	
	
	
	
	

	6. How would you rate responsiveness, courtesy and friendliness of staff?
	
	
	
	
	

	7. How would you rate the quality of service that you received during this visit?
	
	
	
	
	

	8. How would you rate the Oman Arab Bank in terms of providing good services and to your needs?
	
	
	
	
	

	9. How satisfied are you with the current services offered at Oman Arab Bank?
	
	
	
	
	

	10. How would you rate overall the services of Oman Arab Bank?
	
	
	
	
	

	11. How would you rate overall the ability of Oman Arab Bank to meet your need?
	
	
	
	
	

	12. How would you rate overall your experience about Oman Arab Bank?
	
	
	
	
	





Appendix (2)
Data from the interview:
The interview with employees in Oman Arab Bank and the answers as following:
That aspect of management that deals with the Customer care side of banking is known as customer services department. For the success of every organization is based on how all the departments are working collectively, customer services   department is one of the important department. To make this project a success an interview has been conducted with the customer services   Manager of Oman Arab Bank.
While visiting Oman Arab Bank in Al-Mabalh , Al-Seeb , an interview was taken from Mr. saif Al-rawahi , the interview provided the following information for the project.
· Customer care in Oman Arab bank leads to provide a safe and healthy environment for workers, because the employee could give and creativity and respect for others. 
· Oman Arab bank has a good customer care that favors both the customers and the organization itself.
· Customer care in Oman Arab bank will lead to the existence of many benefits, whether the institution itself or to employees.
· Oman Arab bank provides services to the customers; we offer different packages, different routes, and different timings according to the convenience of our customers.
· Creation of stability through staff’s desire to stay and not leave work for the benefit of another institution also is very important.
· Oman Arab bank creating different packages is offered to target more customers and to get customer satisfaction.
· Oman Arab bank interacts with the customers through their different branch, personal layouts of Oman Arab bank, and online selling of tickets. Different channels of distribution are used to give more convenience to the customers and to have more market share.
· Oman Arab bank productivity will be Increased and effectiveness of teamwork as well. This would attractive the loyalty of the staff toward organization.

· The  Benefit that will accrue from the customer care in Oman Arab bank(For the employees): presence of specialized training programs will increases the knowledge of the staff and makes them owners of expertise. Also the presence of peer-financial rewards outstanding performance will make some distinctive employees.
· Oman Arab bank is using both above the line and below the line technique for promotion. It advertises in TV. Newspapers, etc. to deliver the message to the mass audience and discounts, 
· This culture will be taken as rule among the staff and will help to rise the degree of job satisfaction and rejection of envy between employees.
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