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Abstract

India is an emerging economy and has witnessed many financial reforms and changes in the
system. The majority of the population in India lives in rural areas which are approximately
70% (World Bank Report, 2021). Microfinance is viewed as a promising instrument for
socio-economic upliftment in a developing country such as India. It is expected to have
poverty alleviation and basic necessities to be addressed for the people who are living in rural
areas with the help of microfinance initiatives (Mohd, 2018). The emphasis of the present
paper qualitatively with the help of semi-structured interviews with the microfinance
institutions explores the role of microfinance in financial inclusion and what could be the
grey areas where the institutions should work better to solve the issues faced by people in
rural areas. The results show the majority of people in rural areas have bank accounts and
take MF loans from banks. However, there is a need for awareness and strategic initiatives by
the banks to uplift microfinance in the rural parts of the county. The empirical results also
disclose the suggestions by these microfinance institutions to the government for increasing

initiatives in the country.
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Introduction

Micro-finance has grown up as one of the most crucial instrument to serve and empower the
un-served and under-served rural households of India in terms of catering to their financial
challenges and enhance the spirit of entrepreneurship among them in order to make them

sustain a better livelihood.

Since past few decades, microfinance institutions and Banks have been able to uplift and
cover the remotest parts of the country with context to providing financial aid to rural
households who aren't capable of approaching Big banks for their financial/loan requirements
due to multiple set of reasons like collateral requirements, higher interest rates, deficit

regulatory norms for sanctioning loans below a certain amount etc.

Further, government has also designed and implemented numerous social and economic
policies to uplift and enhance the potential of Microfinance institutions so that poverty
alleviation and basic necessities of the people residing in the rural areas are addressed with

the help of these initiatives

However, as we all know that there always exists a room for improvement for every sector
contributing to the country's economy and those valuable suggestions of improvisation can be
gathered and analysed from the people who are directly or indirectly involved in servicing

that sector.

Hence, in support to that this Research paper is deeply focussed on a primary research of
gathering some valuable insights and suggestions from the employees who are/were
associated with micro-finance banks/institutions in terms of their viewpoints on
improvisation/amendments that needs to be done by government's end and that needs to be
done from their respective bank's end to better serve the rural population in terms of fulfilling

and satisfying their all sorts of financial needs.
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one of the
most
significant
sectors  as
futuristic
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already seem

to be very
promising in
India for this
sector to
expand
further.

Research Objectives

e To understand the role of Micro—Finance loans in India.

e To analyse the knowledge of experts in Micro-Finance initiatives towards distribution
Micro-Finance loans in India.

e To identify the improvements that the government can make in the field of Micro-

Finance.
Research Methodology

The intentions of the study were to develop explanations direct from the data received by the
people who have the exposure of working in the field of Micro Finance. The authors in order
to save the time used the latest software NVIVO version 10.5. It meets all the requirements of
data analysis. Wong (2008) stated that qualitative data is generally subjective, rich and
consists of in-depth information. The data is primarily text-based data which can be
interviews, observations, record etc. Coding or categorising the data is the most important
stage in the qualitative data analysis process (Saluja et al, 2021). The authors have followed
qualitative study with both primary and secondary based research using snow ball sampling
technique. A process of semi structured interviews. The details of the data collection have

been mentioned in the paragraph below.
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RESEARCH METHODOLOGY

Content Analysls (NVIVOfor data analysis)

Data Collection

The present study qualitatively discovers the knowledge of respondents who have examined
or carefully seen a need of improvement in the field of Micro Finance last 4 years. The data
of the study was put together with the help of one on one (face to face), telephonic
discussions/ interviews, online mode- Google Meet(after February 2020 due to Covid19
Pandemic the authors shifted to telephonic and online mode) conducted by the authors
between January 2022 to March 2022. This method was appropriate for the present study as it
allowed the respondents to totally express their experiences in the field of Micro-Finance
Banks/Institutions.

Commonly in descriptive research, the respondents for the study were selected through
purposive/ snowball sampling techniques. All the respondents were guaranteed privacy.
Exclusive of the respondents who were mistakenly approached because these individuals had

no experience in the field of Micro-Finance Banks/Institutions.

The authors have successfully conducted 10 interviews. More than 40 people were
approached to take part in the study and out of which the high response rate of the study was
revealing of the readiness of the respondents to share their experiences and opinions on the
subject matter. It also indicates the level of trust amongst the authors and respondents. 1 of
the respondents of the study was not comfortable in getting the interview recorded, however,
the respondent has answered the questions but the authors have excluded that from the final
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count of 10 interviews successfully conducted. At the end of every interview, the interviewee
was firmly requested to provide the contact information of possible respondents, in case the
interviewee knew any of them which helped in contacting more people with a similar subject

matter.

To approach the respondents Linkedin was taken as the key tool as the categories/
designations of Micro-Finance Banks/Institutions and it was reasonable to find those experts
on LinkedIn. Follow ups were done to each individual on timely basis. The duration of the
interview ranged between 5 -10 Minutes. Averagely each interview continued for 8 minutes.
The interview agenda enclosed three main areas (1) Role of Micro- Finance Institutions in
India. (2) Improvements that government could make in the field of Micro-Finance. (3) What
is your bank doing to cater micro finance banks in rural areas? The experiences of the
respondents were analysed to reach a list of suggestions that specify the likelihood of
Improvements in the micro finance institutions. Table Below exhibits the demographic
features of the interviewees along with content analysis on the statements in the interviews.
Out of 10 interviews went successfully, 1 respondent refused to get the interview recorded
due to legal reasons. The designation for which the follows ups to the respondent was done —
Customer Service Officer. The interviews were conducted via meeting one on one with these

experts, due to the COVID-19 situation the mode changed to telephonic round/ online mode.
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Name of the
Respondent*th
e names have Experience in
been kept | Gende | Ag | Occupatio Industry(years | Interview
confidential* r e n Designation | ) Mode
Respondent 1 Male 27 | Ujjivan Assistant 4 Telephoni
Bank Customer C
Relationship
Manager
Respondent 2 Male 23 | AU Small | Managemen | 0.2 Telephoni
Finance t Trainee C
Respondent 3 Female | 23 |Jana small | Operation 1 Telephoni
finance Assistant c
bank Cum
Cashier
Respondent 4 Male 26 | Ujjivan Ex Assistant | 0.8 Telephoni
Bank Customer C
Relationship
Manager
Respondent 5 Male 20 | AU Small | Bank 0.2 Telephoni
Finance Officer C
Respondent 6 Male 22 | Share Assistant 4 Telephoni
Micro-Fin | Branch c
Limited Manager
Respondent 7 Male 27 | Ujjivan Relationship | 1.5 Telephoni
Bank Manager c
Respondent 8 Male 28 | Capital Operations | 3.5 Telephoni
Small Executive C
Finance
Bank
Respondent 9 Female | 23 | Share SPA 2.5 Telephoni
Micro c
Limited
Respondent 10 | Male 24 | Ujjivan Assistant 1.5 Telephoni
Bank Customer c
Relationship
Manager
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The snapshot of the Research questions shown below

Questions for Interview

For the study titled:

Voices of People on Financial Inclusion of Micro Finance in rural
areas of India

Conducted by the researcher
Jagkaran Singh and Co-Authors

Jazzsingh mba?0miti@chiti-ara edu in, komal mba? 0fin@chitkara edu.in,

Shefali saluja@chitkara edu.in | 8264822070, 9TE0TE1530, 7508714135,
0088722101

Chitkara Buziness School, Chitleara University, Punjab
1. What is the role of Micro-finance in India?

2. What could be the Improvements that Govt. could make in the field of

Micro-finance & what are your suggestions on the same?

3. What is your Bank doing to Cater Micro-finance in rural India?

Fig no. 1 represents the Semi- Structured questions asked to the respondents
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Bank Officer At AU Bank, MBA(BFSI) B.Coms,NISM
SACertified;Coordinator at SEFC Foundation

MAR 29
‘g JSaskaranm STrhgh - 7:56 AM
i 5 Saskaranmn this side..ftimnal

vear stuuent of MBA Marketing at
chitkara business school

Fig no.2The screenshots above depicts the 1%t Author's LinkedIn profile wherein the 1t author
has searched for the individual is associated with Micro Finance Industry which was one of
the designated post in the MFI and how the Authors have contacted the respondent through
LinkedIn messages on 29" March '2022

Bank Officer At AU Bank, MBA(BFSI) B.Com,NIS™M
SACertified,Coordimator at SFC Foundation

MAR 29
l& Saskaran STingh - 7:56 AmM
-y s Saskaranmn this side..timnal

veas« St aent of MBA Marketimg at
chitkara busimess school

‘& Saskaranm STtnah - 7:57 Am

Can vou please share vouy comtact
ramber as T meed some relevant
Tinformation from vour end om AU

bank -

? - 1oz23 AM
- Sure

tex<t omn wp don’t call

Fig no.3 Once the respondent has accepted the 1%t Author's request, the 1% author has sent an
introduction note to the respondent stating that the 1% author is pursuing MBA and working
on research paper on " Voices of People on Financial Inclusion of Micro Finance in rural
areas of India" and requesting if the respondent could spare sometime to answer interview

questions. The respondent here was interested and respondent to the author. Once the
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respondent was selected WhatsApp communication was sent to the respondent for asking the

suitable time to conduct the telephonic interview.

The notification that was sent to the respondent after confirmation consisted of the following
3 attachments annexed below: The content of the WhatsApp notification is below (it is the

same as it was sent)

1. Information sheet — this sheet provides you with a detailed understanding of the
study.

2. Participant Consent Form — I would like to ask you to print, sign and sent it back to
me as a scan. It secures your rights as a participant and allows me to record your
interview so that | can transcribe it for further analysis as part of my research.

3. Questions for an Interview — these are the 3 questions that | would ask you in the

interview.

Post the interview the participants were requested to send back the signed copy of the
participant consent form which gives credibility to the study as per the approval of the

respondents.

Information Sheet — For the participants of the study. This sheet was circulated to the
respondents.
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Information Sheet
For the participant of the Study

Vaoices of People on Financial Inclusion of Micro Finance in rural
areas of India

Conducted by the researcher
Jazkaran Singh and Co-Aunthors

Jassinszh mba? mkt@chiticara edu.in, komal mba? 0@ chiticara adn.in,

Shefali salujag@chitkars edu.im | 8264828970, STROTELS20, 7508714155,
9988722301

Chitkara Buziness Schaol, Chitkara University, Punjab

Information for participants

Thank vou for considering participating in this study which will take place in
2022, This infonmation shest outlines the purposs of the study and provides &
description of your involvement and rights as a participant, if you azree to take
part

1. What is the rezearch abount?

The study focuses on understanding the “Veices of People on Financial
Inclusicn of Micre Finance in rural areas of India™ who bave dezlt with
simations of mral area benks' Institutions in their working enviromment The
researcher wants to conchude the paper with designing 2 model which can be used
by orgamizations to cater the micro finance in moral areas. Therefore, we would
like to conduct 10-13 semi-stractared, qualitative interviews with employess of
hlicro-Finance Insututions at different designations sbout their persenal attimudes
and experiences with workplaces in India.

2. What will my invelvement be?

Az a participant of thiz study you are szked to take part in qualitative interview
that will last up to maximum 10 - 15 minutes.

3. How do I withdraw from the study?

You can withdraw &t any point of the smady, without having to give 2 reasan. If
any questions during the interview make you feel uncomfortsble, you do not have
to anower tham. Withdrawing from the Study will have no effact on vou If vou
withdraw from the study we will not retain the mformation you have given thus
far, unless you are happy for us to do so.

4. What will my information be used for?

Twill use the collected information for my research paper which iz presented and
published in the Infernational Conference on Building Resilience and
Sustainability for India for ever-changing Turbulent World- A Vision for 2030
held under IMS Ghaziabad. Therefore, the interviews will be recorded and
transcribed in order to analyse them for the production of a written report. In
addition, the transcriptions of the interviews may be used to write an article for a
research paper in cooperation with the supervisors of the paper.

5. Will my taking part and my data be kept confidential? Will it be
anonymized?

The records from this study will be kept confidential. Only we and our supervisor
will have access to the files and any video tapes. Your data will be anonymized -
your name will not be used in any reports or publications resulting from the study.
All digital files, transcripts and summaries will be given codes and stored

separately from any names other direct identification of participants. Any hard
copies of research information will be kept in locked files at all times.

6. What if I have a question or complaint?

If you have any questions regarding this study or request a copy of the data held
about you please comtact ws, Jassingh.mbalOmlt@chiflcara edu.in,

Eomal mba20fin@chitkara edu.in. shefali saluja@echitkara edu.in

Thank you for taking the time to take part i this study. Your commitrent 1z
highly appreciated and helps me to get a deeper insight in a topic that 15 of high
importance I hope that the results of this study will expand the current state of
research on these topics and produce useful recommendations for government
and Micro- Finance Institutions with regard to Voices of People on Financial
Inclusion of Micro Finance in rural areas of India.
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Format to be followed during Telephonic Interview

Hi xyz, this call is in context with the interview series as discussed previously
which i'll be conducting with you for the purpose of a Research paper that i'm
writing specifically in the field of micro finance. So before initiating, I would like
to tell you some guidelines on how we'll be proceeding ahead with this interview:
I. Firstly, you have to introduce yourself in your convenient language by
mentioning your name, age, the designation on which you're working in xyz small
finance bank, your total experience till date in xyz small finance bank and any
other stuff that you would like to tell me about yourself.

2. Secondly, I would be asking you 3 questions in total related to the field of
microfinance

3. This interview will last maximum for 5-8 minutes.

So, before initiating with this interview, I would certainly like to have your
consent on recording this interview for the purpose of making transcript which
are further required for our RP project. So, will you be able to give me your

consent on recording the same so that we can proceed ahead with our interview?

Participant Consent Form sent to the Respondents
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Participant Consent Form
For the study titled:
Voices of People on Financial Inclusion of Micro Finance in rural areas of India
Conducted by the researcher
Jaskaran Singh and Co-Authors

Jassingh.mba20mkt@chitkara.edu.in, komal.mba20fin@chitkara.edu.in, Shefali.saluja@chitkara.edu.in |
8264828970, 9780781530, 7508714155, 9988722391

Chitkara Business School, Chitkara University, Punjab

This agreement is made in regard to the interview conducted for the Research Paper of Voices of People on Financial

Inclusion of Micro Finance in rural areas of India.

In consideration of my participation in the above-mentioned study, I declare the following
Declaration:

o I confirm that T have read and understood the participant information sheet for this study.

o I have had the opportunity to ask questions if necessary and have had these answered
Satisfactorily.

» [ understand that my participation is voluntary and that at any time, I am free to withdraw without giving any
reason.

o If T withdraw, my data will be removed from the study and will be destroyed.

o [ agree to the interview being recorded.

e [ agree to taking part in the above study and recording, and hereby assign to the International Conference on
Building Resilience and Sustainability for India for ever-changing Turbulent World- A Vision for
2030 going to be held under IMS Ghaziabad of all copyright in my contribution for use in all work resulting
from this project and future projects.

o [ understand that my responses will be Kept strictly confidential, that all my personal and sensitive data
will be anonymised in any reports or publication and my name will not be identified in any reports
or publication.

e [ understand that the research will be written up as a Research paper by Mr. Jaskaran Singh and Co-Authors.

o [ agree that my information can be quoted anonymously in research outputs.

o [ give permission to the supervisor of the researcher and regulatory authorities to have access to my data in
relevant future research.

o T understand how to raise any concerns or complaints about this study.

o [ am aware that there are no compensation arrangements.
Name, signature and date:
Name of participant: .........c..ccccvvivciinrinenanns

DaALe: ..ocveeieirrerieeeee e SIENATULE: ...eveeeeeceenereee e ersee e

Timeline in Administration of Research Instrument and data Collection
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For Structuring the semi -structured interviews, a pilot test was conducted with
thelndependent coder and reviewer where the questions were accessed and minor changes
were made. The semi- structured questions are mentioned above in Fig for reference, this
took almost15 days of time. For the collection of data, it took almost 4 months, the authors
started inJanuary 2022 and finished taking the Interviews in April 2022. This Included-
Contacting theParticipants, approval of their interview timings, taking consent forms and

final deliverable ofthe interviews.
Data Analysis using NVIVO

QSR International (Melbourne, Australia), the world's largest qualitative research software
provider, produced NVivo, one of the computer-assisted qualitative data analysis software’s
(CAQDAS). This software enables qualitative research beyond data coding, sorting, and
retrieval. It was also created with the intention of combining coding with qualitative linking,
shaping, and modelling. The parts that follow go through the basics of the NVivo programme
(version 2.0) and show how to use the primary features in NVivo to help qualitative
researchers manage their data. Wong (2008) suggested that “It can ease the laborious task of
data analysis which would otherwise be performed manually”. NVIVO illustrates the
working of a software tools which can facilitate the analytical flexibility and enhance the trust

of qualitative research (Kaefer et al., 2015).

Word cloud analysis
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1. The above shown word cloud picture depicts a full-fledge analysis of the words most

commonly & widely used by the respondants among whom interview was conducted.

2. As we can clearly see the word Finance being the largest one in the picture showcases
that most of the respondants were concerned and wanted the amendment of financial
inclusion of rural banks in the rural areas in such a way that each and every rural

household could get benefitted from different financial schemes being provided by

the banks.
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Tree Analysis
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1. The Tree map analysis takes those words into consideration which were used by the

respondants most widely, arranged in descending order from left to right.

For eg., the words Shown on the left hand side like Micro, finance, rural, banks etc

were the words that were most widely used by the respondants & as per the analysis,

most of the respondants said that there are a lot of rural areas where there is a lot of

financial illiteracy and inclusion/presence of micro finance banks in those remotest

parts of the country is very crucial and is current need of the hour.
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Cluster Analysis
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The picture depicts the cluster analysis of words that have been grouped into 3 categories and
these 3 groups showcase the common set of mentality in terms of words by the respondents in

the interview series.
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Conclusion

With context to the respective responses of participants taken into consideration, the study

concludes itself with context to following remarks:

1. The core focus of Micro-finance banks/institutions is to cater the financial needs of
rural population and most importantly, upscale the women empowerment by
providing them loans for satisfying their financial needs and enhance the spirit of
entrepreneurship among so that they along with their families could live and sustain a

better livelihood

2. Government in collaboration with Micro-finance institutions/banks certainly needs to
invest its extensive efforts in generating awareness by organizing financial literacy
campaigns in the rural areas as most of the remotely located population is unaware of
the online/offline banking facilities that they could avail and should alongside make
set up some strict guidelines on the interest rate to be charged by the MF bank's end

from the rural population.

3. Most of the Micro-finance banks/institutions are investing their efforts in organizing
campaigns in the form of generating awareness among the rural population of
Banking, insurance etc. facilities that they could avail and get benefitted from & are
equally focussing on uplifting the entrepreneurial spirit among the women by making
them rely on the banking facilities and assuring them with collateral free group loans
at quite lower rate of interests for making them continue with their entrepreneurial

journey smoothly and efficiently.
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Implications for Various Stakeholders

Implications for the Academia: - The awareness related to the Micro — Finance Institutions
in the rural areas is a prime concern. As with the rapid increase of poverty in India,
Academicians need to create awareness on this area and upgrade the knowledge of students.
Higher Education can be benefited by going through ethical training before joining the micro
finance institutions/ Banks. Since the area is wide there is huge scope for Academicians to
research this area of Inclusion of Micro Finance Banks in India. The elements of the study
can be used to design the curriculum related to the Role and Improvements of the Micro

Finance Institutions/ Banks.

Implications for Researchers: — The study has given valuable understandings to the
researchers on the related area of Improvements which can be done in Micro- Finance
Institutions/ Banks. It will benefit the potential researchers to explore more on this area and

conduct further research on continues development in the backward areas.

Implications for Government: - It is very important for government authorities to consider
the voices of people on financial inclusion of Micro Finance in rural areas and initiatives.
Therefore, the study would contribute to Micro- Finance Institutions Network (MFIN) for
understanding the needs and requirements of Micro-Finance Institutions. Additionally,
Government needs to take the relevant initiatives for making rural people aware about the
various services that Micro-finance banks can provide to them and extensively needs to focus
on organizing some relevant campaigns on generating needful awareness among the rural
population on increasing fraudulent activities in the name of banks & further needs to tell

them about the structure & guidelines of RBI that bank follows.

The implications to Existing Literature: - The Literature has made significant contribution
to the area of Voices that people have on financial inclusion of Micro Finance in rural areas.
The present study has contributed to the role, improvements and suggestions to uplift the
Micro-Finance sector. The literature has also been benefited by identifying the improvements
that the government can make in the field of Micro-finance which were additionally
identified by Authors during data analysis. The literature is a combination of various studies
and therefore the present study would also contribute to that bunch with additional

suggestions as mentioned in content analysis.

The implications to Investors: - The present study also contributes to the interest of

investors as before investing in an organization the investors can also consider the growth in
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that particular sector. The initiatives government is taking to uplift this sector, this will

impact the mind-set of the investor.

Limitations

Every research has its limitations due to some distinctive reasons. The following have been

limitations to the study:

1.

Since the sample size was pre-determined to 12 designations however the population
of these designations may vary from the research‘s ability to contact these
designations for future study.

As per the nature of the study, it was difficult to contact the sample units falling in
these designations, therefore the study under consideration has attempted to contact
one individual from designated category.

NVIVO Analysis has been taken into consideration in the present study, however,
there can be many other techniques to understand and analyse the importance of
Micro-Finance in India.

Role of Micro-Finance and Government Initiatives can be tested by various
organizations during 360 degree feedback or any other tools in organisation.

In COVID -19 situations the interview method shifted to telephonic and online mode.

In COVID -19 situations lack of government initiatives can be identified in the field

of Micro-Finance Institutions/ Banks.
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