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Sunitha Paithankar, an intern from IFMR, Chennai carried out a customer satisfaction study for
PKGFS as a part of her internship. This article is based on the findings from her study

Duraisamy, Karambayar®A potential customer r Rasathi An existing customer

Duraisamy lives with his mother, wife and 2 so!ns Rasathi lives with her daughter, somlaw and 2 !
aged 4 and 2 respectively. His only source: ofgrandchildren aged 5 and 3. She is the breadwﬁn—
income is from farming. He grows paddy/' ner of the family. She works in fields as a laborer
groundnut/dal/coconut in his farm. His wife is -a and does household chores for some people. Her
PKGFS member and has availed a JLG loan. H;esen-ln -law who has studied till Class 12 is trying to
aware of jewel loans and JLG loans but is hotflnd a job abroad. They live in their own housa 5
aware of other services offered at PKGFS thatched house and Rasathi is planning to bwlqi
Currently he does not have any additional need a better house. She has been a PKGFS customer
but in future he wants to make his children studyE for almost a year and has availed JLG loan and
well, so he wants to start saving for it. He is happy jewel loan. She has not taken accident msurand:e
with the service of PKGFS to his wife and feels tihatShe is aware of all the products and services pf-
JLGs are not a problem for him. He is aware thatfered by PKGFS. She wants to have a higher credlt
customer enroliment can be done free of charge limit so that it will help her to send her sen-law
but since he does not have any additional need abroad. She also borrows from local monéy
he does not want to enroll. i i lenders at 3648% for big amounts.
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Implications: Here is a potential customer wha:)! Implications:Rasathi is also into borrowing money

wants to save but is not fully aware of th_e: from local lenders. Rasathi is the sole breadwinner

\_products that are being offered at Karambayam.' . and DOES NOT have the accident cover. !
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Creating much more awareness about the other products besides JLG and Jewel loan is necessary
described not only by Duraiswamy, but also many others. Furthermore, understanding in detail through
ethnographic studies provides for better understanding of the customers and their needs and also
prowdes space for new product ideas and development.

| feel that weekly installments are good N
An organization which gives loans to women in JLGs
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It would be great if PKGFS conducts some workshop on career options in our village:
| relate PKGFS to JLG and Jewel Loans. Is there any other services pﬁered

| would like to have a higher loan limit than the currently set ceiling
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! It also brings in a sense of responsibility in me i
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The study was a quantitative research that The study focused on the awareness of the

lasted for more than a couple of months in- products offered by PKGFS, the degree of

volving as many as 252 respondentsresponsiveness of WMs to customer queries,

(customers and non customerg)both at the the waiting time at the branches and product/

branches and the villages in the service areas.service awareness and requirements of
customers.

Please find below the findings in a tabular form.

Questions Count of YESCount of NOSome
Are you aware of all the Products of KGFS ? 145 20 87
Were your queries answered properly by the WMs ? 252 0 0
Are you made to wait for a long time at the branch ? 8 213 31
Recommend KGFS to neighbor ? 244 1 7
Avail new KGFS facilities again ? 239 0 13
Experience with Pudhuaaru KGFS Services availed @ Pudhuaaru KGFS
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