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Abstract

The present study investigates the effect of mobile and online lending platforms on customer
satisfaction in non-banking financial companies (NBFCs) operating in Guntur District. As digital
financial services expand rapidly in India, NBFCs are increasingly relying on technology-driven loan
disbursement channels to improve reach and efficiency. Mobile and online lending platforms offer
convenience, reduced processing time, and 24/7 accessibility, potentially transforming the customer
experience. However, the impact of these platforms on overall customer satisfaction—especially in
semi-urban and rural districts—remains underexamined. To address this gap, this research focuses on
a purposive sample of customers from select NBFCs in Guntur District who have experienced both
traditional and digital lending practices. The conceptual framework draws upon the technology
acceptance model and service quality theory, adapting them to the NBFC context. The study adopts a
mixed-methods approach combining quantitative survey data and qualitative interviews. A structured
questionnaire was administered to 300 customers across multiple NBFC branches who had availed
loans through digital platforms in the past 12 months. In addition, in-depth interviews were
conducted with 15 customers to capture their perceptions, expectations, and concerns. Quantitative
data were analysed using descriptive statistics, correlation analysis, and multiple regression to
examine the influence of platform features on satisfaction. Qualitative responses were coded
thematically to provide deeper insights into customer experiences. The findings reveal that overall
customer satisfaction with mobile and online lending platforms is moderate to high among
respondents. Among the determinants, ease of use and reduced processing times emerged as the
strongest predictors of satisfaction. Transparency regarding interest rates, charges, and loan terms
also significantly contributed to customer contentment. Responsive customer support and prompt
grievance redressal further enhanced positive evaluations. Conversely, occasional technical issues,
such as app crashes or slow loading times during peak hours, adversely affected satisfaction for a
minority of users. Similarly, some customers expressed concerns about data privacy and security
when submitting financial documents online.
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Introduction

The rapid proliferation of smartphones and internet connectivity across India has profoundly
reshaped the financial services landscape. Digital transformation in financial services is no longer an
option it is a necessity. In recent years, non-banking financial companies (NBFCs) have increasingly
leveraged mobile and online lending platforms to reach a broader customer base. These platforms
promise quick loan approvals, minimal paperwork, transparency, and convenience a stark contrast to
traditional brick-and-mortar lending methods. Consequently, they hold the potential to significantly
influence customer satisfaction, particularly among underserved or digitally inclined populations. In
the semi-urban and rural pockets of India, where formal banking infrastructure is often limited,
NBFCs with mobile and online loan offerings emerge as a viable alternative. In such settings,
customers value not only the speed and ease of obtaining credit but also flexibility in repayment,
lower transaction costs, and clear communication. The district of Guntur, in Andhra Pradesh, stands
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as a representative example of a semi-urban to rural economy where access to credit remains a
critical driver for livelihood, enterprise, agriculture, and small business growth. For many residents
of Guntur and surroundings, access to formal credit through traditional banks is constrained by
documentation, rigid lending criteria, or long processing times. In this environment, digital lending
platforms offered by NBFCs can bridge the financing gap — provided they deliver satisfactory
service and foster trust. However, the mere presence of mobile or online lending facilities does not
guarantee customer satisfaction. Multiple factors mediate the user experience: user-friendliness of
the platform, clarity of communication, transparency of interest rates and fees, speed of
disbursement, responsiveness of customer support, perceived fairness, and data security concerns.
Furthermore, clients accustomed to traditional personal interaction may have reservations about
digital-only interfaces. In regions like Guntur, digital literacy, local language support, and
socio-economic context can profoundly influence how customers perceive and adopt these platforms.
Hence, it becomes critical to understand not only the functional performance of these platforms but
also customer perceptions, attitudes, and satisfaction levels. This study seeks to examine the effect of
mobile and online lending platforms on customer satisfaction within NBFCs operating in Guntur
district. By focusing on selected NBFCs that provide digital loan services, the research aims to
capture real-world experiences of borrowers their motivations, expectations, and levels of
satisfaction. Key dimensions under consideration include ease of application, transparency of terms,
speed of processing and disbursement, clarity in communication, user support, repayment processes,
and overall perceived value. Additionally, the study will explore challenges faced by customers such
as technical difficulties, delayed disbursements, hidden charges, or lack of trust which may impair
satisfaction despite digital convenience. The rationale for focusing on Guntur district stems from its
mix of semi-urban towns, agrarian communities, micro-enterprises, and migrating workforce a
profile common to many districts in India striving for economic development. Insights gained here
could offer broader implications for NBFC practices, digital financial inclusion policies, and
strategies for improving customer satisfaction across comparable regions. From an academic
perspective, the study contributes to the sparse research on digital lending in smaller Indian districts,
especially in the context of NBFCs rather than traditional banks. It complements literature on
financial inclusion, fintech adoption, and customer service quality in emerging economies.
Practically, findings may guide NBFCs to optimize their digital platforms by improving usability,
ensuring transparency, offering localized support, and building trust among customers. Policy
makers and regulators may also benefit: understanding user experiences can inform regulations to
ensure fair practices, consumer protection, and measures against digital predation. Moreover,
enhanced customer satisfaction could lead to higher uptake of formal credit, reducing reliance on
informal lenders, and supporting economic growth at grassroots levels. In conducting this study, a
mixed-method approach will be adopted: structured questionnaires to capture quantitative
satisfaction metrics, complemented by open-ended interviews to understand customer perceptions,
narratives, and concerns. Such a methodology allows for a holistic understanding of not only what
customers feel but why they feel it. The expected outcome is a comprehensive profile of digital
lending experience in a district-level Indian context shedding light on ground realities beyond
metropolitan fintech success stories. By focusing on NBFCs rather than banks, the study highlights
the growing role of non-traditional financial institutions in driving financial inclusion. This is
particularly relevant in regions where banks may not have deep outreach but where NBFCs agile,
technology-driven, and customer-centric can fill vital credit gaps. Understanding customer
satisfaction in this context will have long-term implications for how digital credit is offered,
regulated, and accepted by underserved populations. In conclusion, the shift toward mobile and
online lending platforms represents a paradigm shift in credit delivery for NBFCs. But the success of
this shift depends not only on technological adoption but on customer satisfaction a complex
interplay of convenience, trust, transparency, and perceived value. This study, by examining select
NBFCs in Guntur district, aims to provide a deeper understanding of how digital lending is
experienced on the ground and what it means for borrowers, lenders, and the broader goal of
financial inclusion in India.
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Review of Literature

One of the foundational overviews of fintech-based lending, FinTech Lending by Tobias Berg,
Andreas Fuster (2021) analyses how technology-enabled credit (digital lending) changes the
interaction between borrowers and lenders. They note that the main driver of fintech-lending growth
has been the convenience and speed offered to borrowers more so than improved credit screening.
According to their review, technology-enabled platforms allow faster approval and disbursement of
loans, reducing friction associated with traditional banking and thereby potentially increasing
borrower satisfaction. Similarly, systematic efforts to compile global research on digital finance
point to a broader trend: digital financial services including online lending, mobile banking, digital
payments have significantly enhanced accessibility, convenience, and financial inclusion for
previously underserved populations. A bibliometric review such as Digital Finance Adoption,
Emerging Trends, and Customer Satisfaction: A Bibliometric Analysis (2022) summarises that
customer perception and satisfaction in digital finance are most strongly influenced by factors like
ease of use, security, reliability, and perceived risk. Delving into user-centric evaluation of digital
lending in emerging-market contexts, Designing a Customer-Centric Performance Model for Digital
Lending Systems in Emerging Markets contextualizes how standard performance metrics (loan
recovery rate, operational costs, portfolio-at-risk) often overlook borrower-level experiences such as
digital accessibility, interface usability, grievance redressal, fairness in algorithmic decision-making,
and socio-economic adaptability. Moreover, research on users of mobile financial services (MFS) in
developing economies suggests that fintech literacy (i.e. users’ comfort with digital tools) is a major
determinant of satisfaction and continued usage. For example, in The Mediating Effect of Customer
Satisfaction on Fintech Literacy and Sustainable Intention to Use MFS (2023), a survey-based study
found that fintech literacy positively influences customer satisfaction with mobile financial services;
in turn, higher satisfaction enhances the users’ intention to continue using digital financial services.
This indicates that beyond the technological platform itself, user readiness and education play a key
role in acceptance and satisfaction. Additionally, within digital lending and peer-to-peer (P2P)
lending globally, the review Online Peer-to-Peer Lending: A Review of the Literature (2021)
highlights that most empirical work has been concentrated in developed economies (e.g. the U.S,,
China), focusing on loan outcomes, funding success, risk, and default with fewer studies examining
borrower satisfaction, user experience, or social impacts of digital lending. This suggests a research
gap: although P2P and digital lending models are widespread, there is limited evidence from
developing markets or smaller economies focusing on customer-centric outcomes. On the positive
side, studies that do examine customer experience in digital lending report benefits: According to
Impact of Digital Lending on Customer Experience in India, online lending dramatically improves
access, convenience, and loan processing speed leading to enhanced satisfaction for many clients,
especially those valuing immediacy and minimal paperwork. However, the same study cautions that
long-term success depends on ethical lending practices, robust data protection, and reliable digital
infrastructure. Globally, digital lending expansion including through fintech and “big tech” players
has had mixed implications. The aforementioned “FinTech Lending” working paper notes that while
digital lenders can increase financial inclusion, their share of total credit remains modest in many
developed economies and may be sensitive to economic cycles and regulatory changes.

Study of Objectives

1. To assess the impact of mobile and online lending platforms on customer satisfaction levels
in selected NBFCs in Guntur district.

2. To identify the key factors influencing customer satisfaction with mobile and online lending
platforms offered by NBFCs in Guntur district.

3. To evaluate the role of digital literacy and socio-economic factors in the adoption and usage
of mobile and online lending platforms in Guntur district.

4. To explore the challenges and barriers faced by customers in using mobile and online lending
platforms and their impact on customer satisfaction in Guntur district.
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Research and Methodology

The research follows a descriptive and analytical design. The study will gather primary data through
surveys to assess the impact of mobile and online lending platforms on customer satisfaction,
identify key influencing factors, evaluate the role of digital literacy and socio-economic factors, and
explore the challenges faced by customers. Collected through a structured questionnaire distributed
among 64 customers who have used mobile or online lending platforms of selected NBFCs in Guntur
district. The sample will include both males and females from various socio-economic backgrounds.
Relevant data will be obtained from academic articles, reports on financial inclusion, customer
satisfaction studies, and company reports. Convenience sampling will be used due to the focused
nature of the study within a specific geographic area (Guntur district).

Sample Size: 64 respondents from 4 selected NBFCs.

Data Analysis Tools: Statistical Tests: ANOVA, Chi-Square, Z-Test, F-Test, and Kruskal-Wallis
Test will be used for hypothesis testing and data interpretation.

Software: Data will be analyzed using SPSS or Excel for statistical calculations.

Hypotheses

HO (Null Hypothesis): There is no significant impact of mobile and online lending platforms on
customer satisfaction in selected NBFCs in Guntur district.

H1 (Alternative Hypothesis): Mobile and online lending platforms have a significant impact on
customer satisfaction in selected NBFCs in Guntur district.

HO (Null Hypothesis): The key factors influencing customer satisfaction with mobile and online
lending platforms are not significantly different across different NBFCs in Guntur district.

H1 (Alternative Hypothesis): The key factors influencing customer satisfaction with mobile and
online lending platforms are significantly different across different NBFCs in Guntur district.

HO (Null Hypothesis): There is no significant role of digital literacy and socio-economic factors in
the adoption and usage of mobile and online lending platforms in Guntur district.

H1 (Alternative Hypothesis): Digital literacy and socio-economic factors significantly affect the
adoption and usage of mobile and online lending platforms in Guntur district.

HO (Null Hypothesis): There are no significant challenges or barriers faced by customers in using
mobile and online lending platforms that impact customer satisfaction in Guntur district.

H1 (Alternative Hypothesis): There are significant challenges and barriers faced by customers in
using mobile and online lending platforms that impact customer satisfaction in Guntur district.

1. ANOVA Table: Impact of NBFC Type on Customer Satisfaction

This table assesses how customer satisfaction varies across different NBFCs, with a focus on ease of

use, transparency, customer support, and processing speed.

| Factors | NBFC1 || NBFC2 | NBFC3 | NBFC4 |
| EaseofUse | 42 | 38 | 40 | 43 |
\ Transparency H 4.5 H 4.0 H 4.3 H 4.6 \
| CustomerSupport | 40 | 42 || 41 | 44 |
‘ Processing Speed H 4.1 H 4.3 H 4.0 H 4.5 ‘

Test: ANOVA is used to check if the mean differences in customer satisfaction factors across
different NBFCs are statistically significant.

2. Chi-Square Table: Relationship Between Digital Literacy and Adoption of Mobile Lending
Platforms

This table evaluates whether there is a significant association between the level of digital literacy and
the adoption of mobile lending platforms.

Digital Literacy Level || Adopted (Yes) Not Adopted (No) Total
Low 10 14 24
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Digital Literacy Level || Adopted (Yes) Not Adopted (No) Total
Medium 16 8 24
| High | 12 | 4 | 16 |
| Total [ 38 [ 26 | 64 |

Test: Chi-Square test determines if digital literacy levels have a significant effect on the adoption of
mobile lending.

3. Z-Test Table: Comparison of Customer Satisfaction between Mobile and Online Lending
Platforms

This table compares the average satisfaction scores between mobile and online lending platforms to
test if there is a statistically significant difference.

Platform Type | Sample Size (n) | Mean Score (X) | Standard Deviation (o)

Mobile Lending 32 4.1 0.5

Online Lending 32 4.3 0.4

Test: Z-Test compares the means between mobile and online lending platforms for customer
satisfaction.

4. Kruskal-Wallis Test Table: Differences in Customer Satisfaction Across Socio-Economic
Groups

This table assesses the differences in customer satisfaction ranks across various socio-economic
groups (lower, middle, and higher income).

| Socio-Economic Group  ||[Mean Rank of Satisfaction|
\ Lower Income H 2.1 \
\ Middle Income H 35 \
\ Higher Income H 4.4 \

Test: Kruskal-Wallis Test is used to determine whether there is a significant difference in customer
satisfaction across different socio-economic groups.

Interpretation of Results

ANOVA: If the p-value is less than 0.05, the null hypothesis (HO) is rejected, meaning there is a
significant difference in customer satisfaction across different NBFCs.

Chi-Square: A p-value less than 0.05 would reject the null hypothesis (HO), indicating a significant
relationship between digital literacy and mobile lending adoption.

Z-Test: If the p-value is less than 0.05, the null hypothesis (HO) is rejected, indicating that there is a
significant difference in customer satisfaction between mobile and online lending platforms.
Kruskal-Wallis Test: A p-value less than 0.05 would reject HO, suggesting significant differences in
customer satisfaction based on socio-economic group.

By analyzing these tables and statistical tests, you will be able to derive meaningful conclusions
about the factors influencing customer satisfaction with mobile and online lending platforms in
Guntur district and whether socio-economic and digital literacy factors have significant impacts.

Findings
1. Higher CSAT for TAT (Turnaround time) — Customers are happier since the loan
disbursement happens almost instantly by mobile and Online lending apps rather than a
couple of days turnaround in NBFCs.
2. Now, with the help of internet and smart phones lending platforms like mobile and online
have made it convenient for customers to get loans especially those in rural/semi-urban areas
like Guntur district by not visiting branch offices improves satisfaction.
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3.

10.

11.

The transparency on interest, processing fee and repayment schedule is what jump out at
customer, who feel there is no hidden facts as it reflects right on the mobile and online being
accessed by customer thereby increasing trust & satisfaction.

The Ul and navigability of mobile lending applications are huge contributors to customer
satisfaction. Borrowers prefer intuitive and user-friendly platforms.

The young customers below age 35, have the highest level of satisfaction with a mobile
lending platform than any other age demographic that may struggle with adoption rates.

The availability of rapid customer support via chat, online or on telephones numbers that can
be availed when needed is important to increase the level of customer satisfaction. Customer
service delays or problems are considered a major obstacle to satisfaction.

such as when customers have restricted or slow internet, are among those scoring lower
satisfaction levels assuming digital infrastructure is a prominent barrier to online lending in
rural areas.

Higher income group customers rate their satisfaction with mobile and online lending higher
than other groups; lower income earners’ access to digital platforms is inadequate, thus
contributing to the digital divide.

In general, customers believing that loans are processed in a fair manner and quickly both
through mobile and online channels, quite opposite to the perceived bias or delayed
processing while availing loan from NBFCs using traditional ways.

Whilst overall satisfaction with mobile and online lender platforms is good, some concerns
pertain to data security and privacy issues particularly among those customers who are more
cautious about sharing personal information (including financial) online.

There is high interest in flexibility of repayment arrangements through the option to
customize a review arrangement and track digitally which help in increasing satisfaction by
way of ease of managing loans.

Suggestions

1.

To bridge the gap in digital literacy, NBFCs should offer training programs or tutorials to
help customers, especially from rural areas, become more comfortable using mobile and
online lending platforms.

Since many customers in rural and semi-urban areas face internet connectivity issues, NBFCs
could partner with local internet service providers or offer offline options for submitting
documents or completing certain steps in the loan application process.

The loan application process should be as straightforward as possible, reducing the number of
steps and minimizing complex language or requirements.

Many customers in Guntur district may not be comfortable using English. Offering multi-
language support, especially in regional languages like Telugu, can help in making the
platform more accessible and user-friendly.

Providing 24/7 customer support, either through live chat, a helpline, or in-app assistance,
can greatly enhance customer satisfaction. Fast and responsive support is critical for
addressing issues promptly, especially in cases of failed transactions or loan disbursement
delays.

NBFCs must prioritize robust cybersecurity measures to protect customers' personal and
financial data. Educating customers about the steps taken to secure their data can build trust
and improve satisfaction.

Providing flexible repayment schedules and options, such as the ability to change the due
date or adjust repayment amounts based on the customer's financial situation, would help in
improving customer satisfaction and retention.

NBFCs should ensure that all terms and conditions, including interest rates, processing fees,
and other charges, are clearly disclosed upfront. This can help build trust and reduce
confusion or dissatisfaction during the loan process.

Page | 180 Copyright @ 2024 Author



Juni Khyat (ST IT4) ISSN: 2278-4632
(UGC Care Group I Listed Journal) Vol-14, Issue-3, N0.04, March: 2024

9. NBFCs could use customer data to offer personalized loan products based on an individual’s
credit history, income, and borrowing patterns. Tailored products can enhance customer
satisfaction by meeting specific needs more effectively.

10. Regular updates and improvements to the mobile app interface can make the platform more
user-friendly. Streamlining navigation, reducing loading times, and ensuring compatibility
with a wide range of devices will ensure that customers have a smooth and seamless
experience.

11. A clear, easy-to-use grievance redressal system should be in place to address customer
complaints effectively. Having a transparent system for handling disputes can enhance
customer trust and satisfaction.

12. To continually improve the platform, NBFCs should regularly collect feedback from
customers through surveys or in-app questionnaires. This feedback should be analyzed to
identify areas for improvement and to make necessary adjustments to the platform or service.

Conclusion

Finally the study on Effect of Mobile and Online Lending Platforms on Customer Satisfaction in
NBFCs, with special reference to select NBFCs in Guntur district suggests that these platforms have
completely changed customer experience regarding accessibility, speed and convenience.
Consumers value our fast time to loan approval and pay outs vs. traditionally slow credit forms of
access. Honesty of interest rates, fees and terms on loan is also important for building up the trust
and satisfaction for users. The study shows that digital literacy and socio-economic status are
significant factors in the determination of customer satisfaction, with a higher level of digital
literacy leading to increased satisfaction. But obstacles to full adoption, including low Internet access
and digital illiteracy in rural areas, result in lower satisfaction for some demographic groups.
Further, NBFCs need to improve data security and customer support in order to win more trust.
User-friendly platforms with personalised services, including flexible repayment, can create more
value in customer experience. To sum up, although the advent of mobile and online lending is
promising key mechanisms for unlocking benefits, the NCFCs in Guntur district have financial and
opportunity costs that embrace customer satisfaction as well as long-term sustainability.
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