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Microfinance is an effective tool for achieving financial inclusion in India. Since its inception, tremendous 
growth is seen in the number of financial institutions in the recent years. Jharkhand is considered to be a rich 
state in terms of availability of mineral resources. In spite of this fact the rural population is poor. Almost 
75.95% of the total population is residing in the rural and remote areas (mostly tribal population). The 
demographic condition of the state requires smooth, informative and satisfying services of microfinance for its 
inclusive growth. The present study is focused on analyzing the role of microfinance institutions in providing 
good quality services to satisfy their clients as well as increasing the level of awareness among them. Primary 
data is collected through questionnaire from the clients of Microfinance in Jharkhand and simple descriptive 
tools are used to analyze the data. The study concluded that the financial institutions engaged in providing 
such services are able to provide satisfaction and increase the level of awareness among their clients. It 
concludes that such institutions should keep improving by using new programmes and policies in order to 
achieve perpetuity in their services and their commercial growth. 
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Introduction 

In general term, providing equitable economic 
opportunities for all is considered as ‘Inclusive 
growth’. The state aims to achieve the same 
through various economic and social measures. It is 
mostly observed that a large network of 
institutional credit system is present in the country 
but still the penetration of financial services is not 
up to the expectation especially in the rural districts 
of the state of Jharkhand. For the overall 
development of the state it is very much essential 
that the whole population, especially the poor and 
socially marginalized, should be well empowered 
through financial literacy and awareness so that 
money starts flowing in the hands of these people. 
This will result in increased consumption as well as 
savings which can be further channelized to 
investment activities. If these people are made 
economically empowered and trained, not only the 
overall income of a household can increase but it 
will also help them to increase their savings and 
investment, starting new ventures and creating 
employment opportunities within the available 
resources. Microfinance serves as an effective tool 
for the government to envision the concept of 
inclusive growth into reality through financial 

inclusion by providing a range of quality financial 
services resulting. In the due course this helps in 
alleviation of poverty. The concept of Micro 
Finance enables us to visualize that such population 
not only require loans, but also savings, insurance, 
payment services, fund transfers as well as income 
generating activities. Satisfying the customers 
should be one the primary motives of such 
organizations. Customer satisfaction is a subjective 
phenomenon where the customer is fully content 
with the kind of product, he gets at the available 
market price. Increasing the quantity of Micro 
finance institutions is not a solution to satisfy the 
growing demands of customers. Focus must be on 
enhancing the quality of services provided to the 
clients of Micro finance, so that they become fully 
satisfied and approach to these organizations time 
and again. Focus should also be on providing 
financial awareness to the clients. As an aware 
customer, they could be able to take the rightful 
decisions related to their savings and investment 
and take the full advantage of the schemes and 
policies of the financial organizations.  Financial 
literacy has been defined by OECD as a set of 
knowledge, awareness and skills that are required to 
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take optimum financial decisions which maximizes 
financial wellbeing. 
Jharkhand which has 75.95% of rural population 
faces a strong requirement of Micro finance for 
micro-credits, savings and income generating 
activities as rural people often face inequitable 
financial services.  Many organizations are engaged 
in providing Micro financial facilities such as 
provisions of zero balance accounts, financial 
literacy and awareness programmes, loan facilities 
at low interest rate, savings facilities in different 
types of accounts etc. This study is focused on 
analyzing the impact of Micro finance on customer 
satisfaction and financial awareness of the clients of 
MFIs using primary data. Questionnaire has been 
prepared which can determine the level of financial 
awareness and satisfaction of clients of Micro 
finance organizations. 

Literature review 

(Mohd, 2018) analyzed the performance of Micro 
finance institutions in India using descriptive and 
exploratory methods. It was reported that there is a 
reduction in total assets of MFI’s in the year 2016-
17. Study reported that there was a shift to urban 
centric client base from rural centric. Study 
proposed that Government of India and the RBI 
should take necessary measures to ensure 
sustainable growth of MFIs both in rural and urban 
areas. 
(Bagli, 2012) examined the achievement of Indian 
states in relation to financial inclusion A broad 
measure of financial inclusion for each state was 
computed using the methodology of Rotated 
Principal Component Analysis. It was reported that 
Jharkhand ranks among the states having low level 
of financial inclusion. The study proposed that such 
low level of inclusion may be due to low education 
and income among the people. 
(Palit & Das, 2015) measured the efficiency of 
Micro finance institutions of Jharkhand through 
outreach of clients and client satisfaction level 
using convenient sampling method. The study 
revealed that there is a direct impact of financial 
inclusion determinants such as geographic focus, 
quality and type of training services, participation 
level of microfinance institutions on satisfaction 
level of customers. 
(Hussaini, Umaru, & Kebbi, 2019) investigated that 
how Financial inclusion affects poverty reduction 
with special reference to microfinance in Kenya 
using stratified and simple random sampling 

methods covering 384 microfinance bank 
customers. The study revealed that microfinance 
has a moderating effect on the variables of the 
study. 
(Berg, 2010) investigated that the impact of 
microfinance does not just include micro credit but 
also micro savings as households with low income 
need a wide range of financial services. The study 
was conducted on SEWA Bank of Ahmedabad, 
Gujarat, India, using pre and post test showing 
significant positive impact on income and 
consumption/expenditure with a rise in per capita 
income of nearly 2% every year and increase in 
food consumption among new savers. 
(Pathak, 2017) conducted a study of schemes of 
Micro finance and its awareness on the basis of 
various demographic factors in Madhya Pradesh 
using primary and secondary method of data 
collection and observed that 81% of the people 
were aware about the schemes which shows that 
micro finance sector is spreading financial 
awareness among common masses. 
(Ghosh, 2019) concludes that central bank and 
other regulatory bodies must regulate and provide 
some forms of subsidy so that different banks reach 
poor and small producers such as SMEs, self 
employed workers, women, landless people etc and 
new strategies have to be formed so that viable 
financial inclusion could be achieved. 
(Bihari, Roy, Bhattacharya, 2009) conducted a 
survey of the customer satisfaction of micro finance 
institutions using SERVPERF model by comparing 
two organizations named as BISWA of Odisha and 
KBSLAB of Andhra Pradesh and concluded that 
service performance indicators i.e. tangibility, 
reliability and empathy have positive and 
significant impact on customer satisfaction levels.  
(Priyadarshini, 2017) analyzed using mixed method 
approach analyzed the economic and social well 
being impact variables such as increase in income 
and savings, reduction in migration, increase in 
social status etc among 368 Microfinance 
borrowers and 217 non borrowers and found out 
that such variables are significantly higher among 
microfinance borrowers than that of non borrowers.  
(Sharma & Deshmukh, 2013) analyzed the financial 
awareness level of urban poor population of Nagpur 
city and found out that the people are more aware 
about the savings schemes of Micro finance among 
other schemes such as employment, insurance and 
credit. The study recommended that the procedure 
of seeking credit should also be simplified so that 
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more people especially women can take advantage 
of it.   
(Rahman, 2006) used SEEP tool methodology to 
understand the likes and dislikes of clients of 
Partner Micro Finance institutions of INCOME III 
project of CARE Bangladesh and has established 
that there is a growing demand and expectation of 
clients which the MFIs are unable to meet. The 
clients dislike the lending rates and saving interest 
provided by these MFIs. The legal barriers also 
affect client satisfaction level. The study 
recommends that the clients should be provided 
adequate financial awareness and a culture of 
customer service should be promoted.  
(Kanyurhi, 2016) identified responsiveness as the 
most important dimension of customer satisfaction 
among the clients of Women Association for Social 
and Economic Gain customers in Togo.  Customer 
satisfaction index was created using factorial 
analysis and ANOVA. The study suggested that 
MFIs must focus on qualified personnel so that 
client satisfaction be enhanced. 
(Khan and Rahaman, 2007) studied the impact of 
micro finance on the lifestyle, empowerment and 
poverty reduction of people of Chittagong District 
of Bangladesh. The study revealed that micro 
finance institutions are able to provide capital for 
new start-up businesses of the respondents. The 
study analyzed that there is a connection between 
income and savings which in turn, concludes that 
those who are able to increase their income by 
taking loans from MFIs can also increase their 
savings. 
(Misal, 2013) identified Micro franchising as an 
important tool of micro finance.  
There are many companies engaged in micro 
franchising such as HUL, DRISHTI etc. 
Micro credit can help a person to arrange finance to 
start a business but the necessary skills can be 
developed by micro franchising by appropriate 
training with an added advantage of risk reduction 
due to central franchising, which in turn, helps to 
make people self sustainable and reduce poverty. 
(Elgali, Mustafa, & Mohamed, 2017) evaluated a 
positive impact of micro finance on women 
empowerment by using cross sectional 
methodology comparing micro finance borrowers 
with soon to be micro finance borrowers of Gezira 
state of Sudan. The study found that well educated 
women have been more able to access the financial 
institutions and to understand financial terms and 
programs. The study further recommends providing 

training, workshops and awareness programs to 
empower more women using micro finance. 
(Sahoo, 2014) examined the effect of micro finance 
on employment and income of rural population. 
Ordinary Least Square regression analysis and 
found out that education, property and participation 
has an effect on household income. It was also 
revealed that SC/ST population is not getting major 
benefits from Micro finance schemes and policies. 
(Loomba, 2013) explained that the microfinance 
programmes can establish a series of ‘virtuous 
spirals’ of economic development and can increase 
the well being of women and their families. The 
study analyzed the role of SHGs as an effective 
medium of providing microfinance.  
(Pinto, 2017) analyzed the level of financial 
inclusion through SHG-BLP by studying two 
NGOs namely SKDRDP and NGVCT and their 
linked banks in D.K. District of Karnataka State in 
India and found that SHG-BLP has really helped in 
inclusive growth of their members. The study also 
revealed that though the services provided has 
increased post SHGBLP period, but the members 
were unable to avail many products and services.  

Significance of the study 

Various micro finance institutions are currently 
working in India. RBI has now introduced that all 
financial institutions can provide micro finance to 
the needy people. Increasing the number of such 
institutions is a good step, but providing quality 
services to the clients must also be analyzed. Most 
of the research in this field studies the impact of 
microfinance on economy of the state. This study is 
significant in analyzing the performance level of 
financial institutions which provide micro finance 
to the needful. The state of Jharkhand is a 
significant area of research for micro finance as 
Jharkhand has a high population of rural and tribal 
people. The study is significant as it helps in 
reporting the satisfaction level and financial 
awareness among the tribal and rural people of 
Jharkhand.  

Objective of the study 

 To examine the level of awareness among 
people related to financial products and 
services in Jharkhand. 

 To identify the sources of information about 
financial products and services in Jharkhand. 
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 To analyze the role of MFIs in impacting the 
financial awareness of their clients in 
Jharkhand  

 To analyze the role of MFIs in impacting the 
satisfaction level of their clients in Jharkhand  

Hypothesis 

 : MFIs are not well trained to accomplish 
their specific job from customer satisfaction 
point of view. 

 : There is no significant difference 
between male and female in terms of customer 
satisfaction with respect to microfinance in 
Jharkhand. 

 : There is no significant difference between 
occupation and customer satisfaction with 
respect to microfinance in Jharkhand. 

 : There is no significant difference 
between age group and customer satisfaction 
with respect to microfinance in Jharkhand 

Research Methodology 

Research design 
Descriptive and inferential research design is used 
in this study. Descriptive research helps to describe, 
show or summarize data and find out the different 
questions such as what, how, where, when, related 
to a research. In Inferential research, inference is 
drawn about a large population by taking data from 
a sample such that conclusions can be drawn. 

Sample design 

Cluster sampling and then Random Sampling 
technique is used. Cluster sampling is a probability 
sampling technique where the population is divided 
into multiple groups (clusters) for research. In our 
study, the area of research is Jharkhand. The state is 
further divided into 24 districts. Each district is 
taken as one cluster. The researcher then has 
selected random groups with a simple random 
sampling technique for data collection and data 
analysis. After random sampling, 5 districts have 
been taken as random groups, namely, Ramgarh, 
Hazaribagh, Koderma, Ranchi and Garhwa. 

Data Collection method 

This study is based on primary data collected from 
the clients of organizations which provide micro 
finance, specifically, small finance banks and non 
banking financial institutions. A questionnaire has 
been prepared to analyze the financial awareness 
and satisfaction level of the clients of institutions 
providing micro finance.  

Analysis of Data: Tools and Techniques 

Simple descriptive statistical tools were used for 
analyzing Qualitative data and two way and one 
way ANOVA was performed on Quantitative data. 

Result and discussion 

Analysis of Data 

Table 1 below shows the gender wise distribution of the respondents. 
Table -1 

Gender No. of respondents Percentage 
Male 26 26 

Female 74 74 
Total 100 100 

Note 

100 responses were collected from the customers of 
different banks and organizations providing micro 
finance. 

Out of the total respondents, 74% were female 
while 26% were male respondents.  
The age wise percentage analysis of the 
respondents is shown in Table 2 below. 

Table-2 
Age No. of respondents Percentage 

20-30 17 17 

30-40 13 13 

40-50 31 31 

50 above 39 39 

  100 100  
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Note 

It is evident from the table that 17% of the 
respondents belong to 20-30 age group, 13% of 
them belong to 30-40 age group, 31% of them 

belong to 40-50 age group, while 39% of them 
belong to 50 and above age group.  
The type of occupation of respondents is shown in 
Table 3 below. 

 
Table-3 

Type of occupation No. of respondents   Percentage 

Business 14 14

Home Maker 17 17

Self Employed 53 53

Service 16 16

 Total 100 100

Note 

The findings shows that the clients who avail micro 
finance are mostly self employed as 53% of the 
total opted for this option. 14% of them belong to 

business class, 17% of them are home maker. 16% 
of them are engaged in services. 
Types of bank accounts maintained by the 
respondents are shown in Table 4 below. 

 
         Table-4

Type of Accounts No. of respondents  Percentage

Savings 84 79

Fixed 13 12

Recurring 9 9

 Total* 106 100
*One respondent can have more than one type of bank account at a time 

Note 

All of the respondents responded that they were 
having some kind of accounts in their respective 
banks. 79% of the respondents only had Savings 

A/c in their bank, 12% of them were having Fixed 
account. 9% of them were having Recurring A/c. 
The total number of accounts maintained by each 
respondent is shown in table 5 below. 

 
Table-5 

No. of Accounts No. of respondents  Percentage

1 4 4

2 48 48

3 16 16

4 3 3

More than 4 29 29

 Total 100 100

Note 

47% of the respondents have 2 accounts in their 
banks, 4% have 1 account, 16% have 3 accounts,  

3% have 4 accounts, while 29% of them have more 
than 4 accounts.  
The different sources from whom the respondents 
are influenced to open their bank accounts are 
shown in Table 6 below: 
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Table- 6 
Source of influence to open the 

account No. of respondents Percentage 

Friends and Relatives 43 43 

Micro finance institutions 18 18 

Print And Digital Media 32 32 

Village Panchayat Officials 7 7 

Total 100 100 

Note 

The study revealed that 43% of the respondents are 
influenced by their friends and relatives, 18% of 
them are influenced from the institutions providing 
micro finance. 32% of them have opened their 
account by getting influenced by Print and digital 

media, while rest 7% were influenced by village 
Panchayat officials. 
Table 8 below shows the preference for 
microfinance on being rejected by other banks to 
open a bank account. 

 
Table-7 

Awareness about zero balance bank 
accounts No. of respondents   Percentage 

Yes 90 90

No 10 10

Total 100 100

The data reveals that 90% of the respondents were aware that zero balance accounts are being opened by 
everyone. Rest 10% of them was unaware of the fact. 
 

Table- 8 
Awareness of schemes of the government 
performed by MFI(Micro financial Institution) 

No. of 
respondents   Percentage 

Yes 20 20

No 12 12

May be 68 68

Total 100 100

Note 

The study revealed that 20% were aware of the 
schemes of the government performed by MFIs, 
12% are unaware, and while 68% revealed that they 
are partially aware of such schemes. 

Testing of Hypothesis 

For testing the hypothesis, Single factor ANOVA 
and two-way ANOVA has been used. An ANOVA 
test is used to find the significance of survey or 
experiment results. In other words, they help to 
figure out whether to accept the null hypothesis or 
not. 

Hypothesis-1 

: MFIs are not well trained to accomplish their specific job from customer satisfaction 
point of view. 

Table-9 shows the testing of the hypothesis using single factor ANOVA 
Table-9 

ANOVA     

Source of Variation SS df MS F P-value F crit 

Between Groups 23.95714 6 3.992857 13.63751 1.14E-14 2.111645

Within Groups 202.9 693 0.292785   

      

Total 226.8571 699   
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From the above table, since F calculated> F 

tabulated, we fail to accept the null hypothesis . 
In other words, it is proved that the employees of 

MFIs are well trained to accomplish their specific 
job from the view of customer satisfaction. 

Hypothesis- 2 

: There is no significant difference between male and female in terms of customer satisfaction 
with respect to microfinance in Jharkhand. 

Table- 10 
ANOVA       

Source of Variation SS df MS F P-value F crit 

Sample 0.857143 1 0.857143 2.304158 0.129896 3.867132 

Columns 5.555556 6 0.925926 2.489059 0.022583 2.123503 

Interaction 3.883598 6 0.647266 1.739971 0.110695 2.123503 

Within 135.4074 364 0.371998    

       

Total 145.7037 377         

 
On the basis of table 10 above, since F calculated < 
F tabulated we accept the null hypothesis that there 
is no significant difference between male and 
female in terms of customer satisfaction with 
respect to microfinance in Jharkhand against the 

alternative hypothesis that there is significant 
difference between male and female in terms of 
customer satisfaction with respect to microfinance 
in Jharkhand. 

Hypothesis- 3 
 : There is no significant difference between occupation and customer satisfaction with respect 

to microfinance in Jharkhand.  
Table-11 

ANOVA       

Source of Variation SS df MS F P-value F crit 

Sample 6.351648 3 2.117216 5.557692 0.000986 2.631489 

Columns 6.340659 6 1.056777 2.774038 0.012035 2.125591 

Interaction 3.725275 18 0.20696 0.543269 0.936158 1.634633 

Within 128 336 0.380952    

       

Total 144.4176 363         

On the basis of table 11 above, F calculated> F 
tabulated we fail to accept the null hypothesis that 
there is no significant difference between 
occupation and customer satisfaction with respect 

to microfinance in Jharkhand and conclude that 
there is a significant difference between occupation 
and customer satisfaction with respect to 
microfinance in Jharkhand. 

 
Hypothesis- 4 

: There is no significant difference between age group and customer satisfaction with 
respect to microfinance in Jharkhand 
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Table- 12 
ANOVA       

Source of Variation SS df MS F P-value F crit 

Sample 11.5467 3 3.848901 10.95958 6.95E-07 2.631489 

Columns 6.489011 6 1.081502 3.079531 0.006003 2.125591 

Interaction 14.74176 18 0.818987 2.33203 0.001794 1.634633 

Within 118 336 0.35119    

       

Total 150.7775 363         

On the basis of table 12 above, F calculated> F 
tabulated we fail to accept the null hypothesis that 
and conclude that there is significant difference 

between age group and customer satisfaction with 
respect to microfinance in Jharkhand. 

Findings of the study 

(a) Micro finance is more inclined towards the 
upliftment of women as 74% of the 
respondents were female. 

(b) Majority of the respondents (69%) are above 
the age of 40 are availing major benefits of 
microfinance as 31% of the respondents were 
of 40-50 age group and 38% were above 50 
age group. 

(c) 53% of the respondents are self employed. 
This clearly shows that people who require 
finance for earning from their specialized 
skills uses micro finance the most. 

(d) Savings Bank account is the most prevalent 
type of bank account as 83% of the 
respondents have opted Savings bank account 
as easily accessible form of account. 

(e) Most of the respondents were having at least 2 
accounts in MFIs. 

(f) Word of mouth communications through 
(friends and relatives) as well as print and 
digital media are more prevalent source of 
information to influence people to avail 
benefits of MFIs. 

(g) Microfinance has become popular among 
most of the people as they were previously 
denied to open accounts in other banks due to 
one or more reasons. 

(h) Financial awareness related to zero balance 
bank accounts is good, as majority of the 

respondents (83%) answered in yes, but 
people are having average awareness about 
the government schemes. 

(i) The employees of microfinance have been 
able to satisfy their customers through their 
prompt services. 

Conclusion and suggestions 

The microfinance industry has been successful in 
financial inclusion since its inception. The study 
found that microfinance institutions have been 
successful in increasing financial awareness and 
satisfaction level among their clients. For 
maintaining the perpetuity of such institutions, 
quality of services should be enhanced day by day. 
Providing good quality services to the clients will 
not only help in societal growth but also the 
commercial growth of the microfinance institutions. 
Microfinance institutions should provide equitable 
services irrespective of the gender, type of 
occupation or age group. More programmes and 
policies are required for upgrading the status of the 
poor and marginalized section of the society so that 
financial inclusion can achieve its true meaning. 
Organizations can provide such accessibility 
through new cost-effective technologies. Also, the 
central and state governments should aid in 
providing micro finance to both rural and urban 
areas and create awareness among people to get 
benefits of proper banking system and financial 
inclusion in the state. 
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