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Abstract

nist of Bangladesh, Dr. Mohammad Yunus Khan bought revolutionary schemes
od on this, he also established banks, which we also know as micro-financial

" ,,;;‘;7'0/-0077;f {77 Through the structure of self-help groups, they provide loans to poor people without
o irUTions 1064y /mi.im‘er@st rate. And the repayment of this loan lies in the group members. The
) and a_’]a aper is fo study micro-financial institutions from the point of view of social
ot of 1S resee C,;f]ypzhe working methods of these institutions through primary data. This paper

d1o § In the first part which includes the introduction of

- ovation a7 -
nnova jivided into SEVe parts. Introduction . t wh -
has bee’ ] innovation, and evaluation of services in the field of micro finance. The

. e, MICT0 finance, socid . : . .
IR 4 is the literary analysis in which the research based on finance, micro finance, social
~AT] ar . ; . . .
secon P d evaluation of services in the field of micro finance has been analyzed. The third part is

lated to the social, economic, service level of micro finance,

P

T

The oredl CL"OHOI
y :d base

e seCUTT
ar

jrnovation, &7 hod in which questions re
e research method 17 he | biecti the pri d L .
Joan withdrawal mindset, and fulﬁllm.ent of the oan o jectives of the primary ata using six pomtsﬂ
Likert were included. The fou-rth par{‘ is the ana:l)fszs and ﬁndzngs, thc’e analysis was done with help of
frequency under the descriptive SIatiSUCs and Szngle'varzable t—t?st 'use'd tg compare the. means bx
using SPSS software, and it has been found that the micro finance institution 1s providing high-quality
services The fifth part is the discussion, which includes the researcher's experience during this
research along with a discussion on research dissolution. The sixth part is the conclusion, in which
ihe researcher said that micro finance is doing commendable work in India but suggested that to
adopt agent recruiiment process and procedure of the Life Corporation of India in order to extend its
services 1o the general public. The seventh part is, appendixes which included various statistical
tables which were drawing during analysis.

Keyword: Social innovation, micro finance, social entrepreneurs, India etc.

INTRODUCTION

dictio?;i%ws;?d;?;:?;?’ come ‘from the Frcn’ch. language ‘Finapncc’ ill ll}C English l:zmgl.mg‘c
and in the influence of thye l[];:j n:c,h lto pa)'/ rar:som , it was the sense in tl}c. English language cndmg‘.
©me 1o senge a iAEcme ftlc : angua%e payment'olf debf Or cndmg in the carly 17705 century" it
centuries around the wipld 1? 0_‘ ‘money : The definition of modc‘m finance has come into use after
Which a map has extra thin, the essence of finance has also come from barter system of exchange, in

xtra thing than their need for it and they also have a need for the thing which they
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y others wh !
ey cod Ia,

« (ake U fron
have 1O e ih:n\ijl;o(1‘11\1-!'1111'11;1 thet demand. Af present, the practice of 1, ‘ thy o
exchangd then }t(‘(‘t .1hC world where pc(‘l‘lk‘ exchange cssential goodg 'J,m,\, ‘.,',; n i
ral areas m-mn‘m\ il soods and scrvices. The barter-based bankip ’rl.h(l v;"'\"""r,",% oy
oxchang® for thett €8T vhere m‘oplc used to deposit their graing ’”i,-‘ Witem ‘/'4‘-‘»\ Mg "
and ANl i \h;,‘

grains or animals to the bank | i g, e
. "\j(\” Con fl
“1]

| trade, evidence of this is found in e - " Ing, ™
ST ey
4 e

valley sites. The demand for 4 f g e,
m4 YO, 1l

» of metal curr . al b,

¢ of urrency, and the worq ¢ Ak, 4

acorves during the : s M
T civilization ¢ e emergenc
cniliz derived from @ temple called Juno Moneta Utreng, © Vi,
cta. Coip m J o,

fler this, many types of coins were used wor|y,: My,
de of a snail shell, gold, silver, bronze ar((llwlde in bl;t_"m‘"**
| and - tenatio nal trade got boosted..But along with facing man nd_other a”r} S
f theft also increased. To avoid all this, China started Usiz ifficultie in‘, U,
y, all countries gradually started adopting paper CUrrencg the.pa o cu;zvi’*;
) ontract letter issued by people which can only beyras it coyg Pﬁr ,
s done by an eminent person of the society lat:r gemed ; S'Ul}is,
4 the demand was met in the year 1407 from St. Georgé's Co € Needeq i\
¢ of such banks started all over the world, so that people can Mpany (Bank’”a‘
Jozns. With this thought, ‘Bank of Hindustan’ was also established in India, which get eagy 5y \e
State Bank of India’. Which was a private bank, after this many foreign banks CaWas later knowyf
main purpose was Il by the Indian British government for the help of British b&zé t0 Indiy W
British crown. For the purpose of providing €asy loans and other financial s MESSmen gyg g,
businessmen and the public, the first bank ‘Punjab National Bank’ based on only E{Ces‘to Ind‘;;;
was established. In order 0 control the financial system and banking system in Indi 180 nveqyy,,
common currency in India, the British Government established the Reserve Bank of Ilzd?}nd 10 isgye ;
entity on 1 April 1935 under the Reserve Bank of India Act, 1935. After ind 12,25 3 priyy
Government of India nationalized the big banks of the country with the Reserve Bankepefndeqce, e
Kzbra, 1988) during 1947-80, with the aim of providing easy financial services to the cor(;mlgg‘; (KY
All nationalized banks started working only in the cities, then the . :
with the Regional Rural Banks Act, 1979, with the aim of providing %ZZEE;H ;:ziﬁfiizdtﬁ f;me 0
nks were established in every village and towns. But despite do;:lit

people and under which rural ba
these services were not able to reach many poor people in the country, this problem was almost:
’ SLEWen

;;)ou?try. Iéeeping these problems in mind, in 1983, Bangladesh economist and social imnov

Br; cls:;)r ; um;]s‘ Khan gave the cgncept of microfinance, based on this, he established Gramin banktu!

mra;gb ch X lw ich prov1d; banking services with the help of self-help groups. Sub-nationalized
anks also adopted this model after encouraging achievement.
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These institutions ¢ L _
existing goodztl;ﬂo:s;iczaied o S}?'Cl?l innovation, which is “a process of continuous change int
Lundvall, 1992; Edquist 1997;/ ]C)Oem e knowledge or existing knowledge” (Freeman, 1%
Reserve Bank sometimc,s have .to bs'p e havmg SO-many banking institutions, the governmen! and 8
Government of India brought a 1 tr'mg ﬁnanmal inclusion or the Jan Dhan scheme. In this phase‘th
Under this scheme, banking servi ationwide JAM (Jan Dhan account, Aadhaar, and Mobile) schet
mobile so that they can directl ;Ces',l Customer Unique Identification (ADHAR) cards were linked
accounts are limited only to bey fY ail the benefits of government schemes in their account. But
who are not eligible to get the I;)Z ! g om these schemes, not to avail of other banking services The

nefit of these schemes have deactivated their accout due fo WIF
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hy banks 10 manage these accounts. Apart from this. even taday thers
 spent l\h‘“ ¢ their own bank account hecause cither they do not have any
ol T o who d:\,:: m:;n accounts with the hf'mk or they arc afraid to gn ta the hank
l:w”’"m.‘.. ol aments to ol licymakers and business thinkers have bound to think that why are
. k,;q‘wmpnt ‘D wl‘“l’wm', ’:; hénking services? Then their attention came to this point that when 4
"“‘l‘g al ll“]' o advantags ﬁt hampoo can spend crores of rupees on advertisement keeping in mind
“‘:';' e mlkn"l a (WO upes ;-I;y not banks also think about the behavior of their customers and
;.‘i::l‘f‘”—‘ :i.lllbrchm oll'il :ISC::) (hem. then maybe they ?voul.d start using banking services The purpose
h ‘“f‘?:,\.] oS 3“0“1”, TﬂiCTO financc in the eyes of social innovation with consumer behavior. and
:1;-9""%;;;} 1*] 10;:;:3 been suggcstcd for policymakers.
;‘f‘zhlf“]mions ave aks
e 0
) ATURE
OF LITER

human life and its society is full of many problems, which cannot
itioned cabins of our office. These can be solved only by staying
{lvc y siting oducing services and products according to their needs. Thus, social innovation
he &  the PO le by PT solution to solve a social problem that generates new employment, industry
ﬂmm{; as an innovatn’fc (Alvord, Brown, and Letts 2004; Bhatt, Ahmad, and Roomi 2016; Phills,
i  pusiness mo e,llief 2608)- It has been defined by many research scholars as “a continuous process
%r;— er. and 1;’1; and services using the confluence of new and (_)ld knowledge — it can‘b'e seen to
of Jpgfa ing Goztors whose interactions, behaviors, and learmr_lg patterns are condmon;d by
perge 002 wan, 1987 Lundvall, 1992; Edquist, 1997).according to Nicholls (2010) the idea of
psHmions (Free- cOI’ISidered as an agent to change the system of providing social welfare services to
ocia] innovation 15 And in the view of some scholars, social innovation is considered to be the
dentification”, which is based on the amazing life of the social entrepreneur.

| entrepreneurs.
policastro and Gardner 1999).

soCia o .
giiator of problem 1
Jean Baptiste Say defined “social enterprise as an organisation or an individual who to
e : . : 2 o
Her ing financial resources from low productive sector to high productive sector

avumford 20023
alue by transferrin . © s ucti ‘
e Ve 2 S.; 2007). The most popular idea that lies in the soul of social innovation

(Martin, R.L. and Osberg, : .
aﬁd entrepreneurship lies in these words of Mahatma Gandhi, “you want to see that change in the

world, then first you have to bring that the same change in own.yourself’.‘ Anita Sharma (2010)
suggested that successful social innovation requires two types of skills, the ability to make a balance
among all social factors, and long-term adaptive skills in the response to changing framework. The
schievement of social innovation depends on the system of promoter shares knowledge and
information. In social innovation, information is transfer through informal means, which involves
people giving information about social innovators in their conversation to others (Cowan and Kamath,
2013). The innovation process thus emerges from a system of actors whose patterns of interaction,
behavior, and learning are determined by institutions (Freeman, 1987, Lundvall, 1992; Edquist, 1997).
chial innovations are influenced by historical, cultural, and organisational size (Desa and Basu 2013;
Kistruck and Beamish 2010; Newth and Woods 2014).

Popugi?iznbggtmg éystcm. of India is one gf the largest banking syst_ems in the wo.rld, yet the
10t take interesrtoir Cthcrc is far from the bz.lnk'mg system, the only reason 18 that' commercna.l banks do
objective of micmnfmancmg the poor. Bringing the poor 1pto the formal baqkmg systlem is the §ole
suchaprinciple_baslr;afr}ce an@ social entrepreneurs, collectively calletd f.'manc'l.al inclusion, to achieve
2007), ACCording toe Inancial system to achieve the goals of financial inclusion (N. Mor?, B. Anant,

arecent survey of financial inclusion, it shows that only three states in India fall

11 know very wc.all that
. in the air-cond

B . (%
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g s during the study of the banking systemq and p Ko, :
e 2013 < way. R . : O h
\""”’” 0 K me to know that crorc of people in the wor|q dre ,.r-l;“u{m.j
s Profesar ML 8 v he abili o SUIE o,
e i -~ausc they have the ability to a
~ounrics. Profess( panking services, because they hé . v 10 o e it !
| | 4 ) o . N > V LEg
anefits of modert , OF W
henc RIS ¢ hing exeept for their own body for which the bank . -
1ing excef |

e e have 1O . : ¢ up with . Oney
hey have 1o ¢ Yunus Khan of Bangladesh calg p the concepy Of micro -
- °SS(C LIRS X : )
mortgage. 0 Profess Jer which these people can ofrow l.noney. Without any mopy,
tld. un eeds, and 1t provided financial assistance t, cr 8age £,

. P 110 WO N
of the banking WO L ncial D :
h - mnanclt . 1

eir daily 997; Bornstein 1996). Seeing the immenPW 10 1o

T ~et th d 1

hank 1o meet , -~ and Stanfiel

{ad ) - e ; ~ ldbe]\ al] . . S )
.11 industries (Bett o of the Gramin Bank, the Government of India, apg the

small . . . . g
professor Khan's COHC;(Q 0 adopt, resulting in SKS_ Mlcr(_) Flnapcg .¢., Bandhan \y; eo By
India also ordered bfﬂl t these Micro finance institutes in India is playing 5 very i Neg .
cgional Rural Banks etc. ine self-employment, as a result of which today the N e
by creatte Bangladesh (R K. Shastri, 2009), ‘

guon&® = .
overty upliftmen . beditie ¢ qual to ommen. ! Mgy
TS i . . mereiali,, .
i tes in India has be .. ; i 181z
nance 1nst.lmv sspect of our life, and one is just thmkmg about forgetting their €Xistence gng oy
He:‘tmg e\er‘ Jarly micro finance institutes are forgetting the purpose of their formatiop 0 m§k§;:
rofit only. simularl} fitable areas, not in non-profit sectors. (J.K. Ault, 2016), 1y 1.0

- I Il tl]e rO . . e a ‘\
their resources only ! ; an remain in the market without making a profit, but jt ¢, e

i el isation ¢ o , nnot Jeg,.
] ization, no organisa . . . Rave
%_obfai wore for which it exists, for the benefit of the institution to maintain its existence, Along , h.
the factors .. N : . S Wit
i sanizing their services by combinng new tc?chnology and miero-financial educatioy oe. (7
1eorg o G Ojeka, 2015), by increasing consumer education towards thejr SeTviges AN

igap, I. Okwanya, . ,
i\};[;ggip of o dchtional institutions, they can not only increase their profit but cag pe hel

removing social inequality (Dr. _P. Singh-, 2012). Instlftutlons are hreqmred to make the ety
promotion of their services, for this, by taking the help of a s‘ur:ey, they C'an know Wheth?r there i,
need for flexible repayment arrangements for social enterprise® .So that it helps in providing ber,
financial products (P. Basu; 2005) and services to meet the. specific demand (SH Cban and JJ [
2015) of the market. For better results in the field of mlcr(?ﬁnance,. ﬁnanglal mnstitutions negq
provide a national level special incentive, in the absence of information. micro finance instinyy,
need to use a more flexible model with help of it they can provide skill training to their employee ¢
cater to services like account portability to their customers (S. Shankar, 2013). Micro finug
imstitutions need to be work under a single regulatory body i.e., Reserve bank of India, and they nex/
to take financial inclusion as a business possibility, all financial institutions need to do a lot of work i
this area (N. Dangi and P. Kumar, 2013).
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Since independence, banking and micro finance have done a lot of work in [ndia, due to which
huge banking system has been established here. But even then people are not taking advaniage of
ba”k"’?g facilities, this forced researchers and social innovators to consider and research custone
bc}.lawor. and 9“3“‘3’ of services. A micro-financial institution (SACCOs) should focus on te
satisfaction of its customers, rescarch to better understand what their customers think and how
lr\flsspolilldltg Lhc quality of their services and how they want to change in the services (Dr. H.B. Misckt
service qui]jlgld;;a;uasr;gmz: ‘R'.M' Ny Onyintor}o; _2016)- Another research found that the' im_p;ilt‘:v;‘f
negatively impacting cuete satxsfa.ctlon. Was significant and positive, and the governments 10 ed M
Mwinyi; 2012). S, Joes ) lge}r? satisfaction (M.S, Bashir, M. Mohammad, M. Abdulrahman, & Hm-
satisfied with the servicesri)f m-ilz-me;lChanan (2013) found in their research that. customers sa}EZn‘HS
among micro finance employees, a]] Wnanc§, apd found lack of commitment and mfonna'tlonAm .
research found that micrq ﬁnanc,e custere SIgmﬁcan-tly related to customer’s buying behavior i

omers are satisfied with the tangible dimension of services
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«Fb S . e "B Pty . N
}‘,_,’I . after an in-depth Titerature review, we came to know those micro—ﬁnancial S
<7 pmally. afficie : : al mshitutione
hﬂﬁfhcl'i““i“g very cfficiently. during which some research questions alsq arose S
o U < ) S E €.
arc
‘md‘ﬂf

What MFls consumer think about working procedure?
)

) Why MFIs couldn’t reach maximum ryra] population?
) J
(t

What are new service improvement needs to MFIs?

(c) :

( e research questions, we use the SERVQUAL model. And the data collecteg throuoh

For Which collected from a self-groy which - rougn

- ner methods. 1-gr up, run by the women, Rajepur town under
e’ a0 district of Uttar Prades_h. Questionnaire design with 3 Six-point Likert scale The
e L.‘nnnaire divided into two sections (A) the respondent profile which subdivideq into ~ubi
quesf;es firstly demographif: proﬁl§ and s;condly financial awarenegs And second sectionb(B)
i;egj\ided into three sgctions 11.f:. Sgglic\?]guaAhty’ repaymeqt intention, and credjt objective attainmen;
\ezinfo check the service quality SE Q. UL model using three only three elements i.e, reliability,
) rr:1p athy, and tangibility. Questionnaire details are given below,

In these Tesearch quc?stions, we used the SERVQUAL model. And data collected through
questionnaire methods. Wh‘lch has beep cgllected from a self-help 8T0Up run by women in Rajepur, a
qown under Uttar Prades.h's Unnao dlS'FrlCt. The questioner was built o a six-point Likert scale.
Questionnaire was first divided roughly 1gto two parts, (A) the introduction of the first defendant who
nmself is divided into two parts, one is Introduction to Demography and the other is Financial
Knowledge. (B) The second part is divided into three sectiong Le., service quality, repayment intention
and credit objective, etc. In order to check the quality of service, only three elements of the timeless
model ie. reliability, empathy, and tangibility, etc. have been used. A brief description of the
questioner is given below:

Section A: Respondent Profile

1. Demographic profile: this section includes 12

variables, under which we asked
questions for example - name, gender, income, educ

ational and occupation, etc,
2. Financial awareness: In this section, we included § v

like that, do you own a house? Do you have a bank

Section B: SRC (Service Quality, Repayment Intension and Credit
Attainment) Model

L Service quality to check service quality of microfinance institutions we have preferred
the SERVQUAL model used with three elements.

ariables, in which asked questions
account? Etc.
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SIN variables.

o check empathy of microfinance instity h
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(i

(i) Fmpathy: |
variables.
(i) Tangibility: 1© check tangibility of micro finance |
' € insti
seven variables. Hitution,
v

Repayment intension: 10 check repayment intension cust
Slomer %"
we ha%

~a
-

\'ariablCS.

Credit obje
have include

ctive attainment: 10 check credit intension cust
Stomer of
i

d five variables.
ondent profile unde i
p p r which the demographic

i~
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1M,

a2

used frequency analysis under descriptive gtat'proﬁle il o
ISt]C; Wi ' .?‘.;,.
th the,

and the stress and credit purpose of
the analysis tab of SPSS. Tepayment ,

cvaluation of the res
d, we have
£ service quality,
parative means in

For the
gwareness was examine

SpSS. For the analysis 0

vanable (-test' under the com

Analysis and Finding
{. Responded profile: It g
frequency distribution use
financial awareness, etc.
phic profile: demographic profile o
were 48 respondent have been taken a loan from microfinance i
¢ msﬁtunons_

ives you a little information about the reg
pondent +
*T0m

d by that researcher i.e. educational profile, )
» lamily stn :
J STy,

(a) Demogra f respondents given below:
(i) There '

(i) There
Joan for the first time.

were 44 defendants who have repeated their loans and 4 hay
e avalled 3,

n, and the remaining 19 were men. Because these
8 Rl

(i) 29 respondents Were wome
these male respondents were related 1o thy

help groups are run by women,

women.
(iv) There were 77% of the total respondents belongs to 25-50 years of age growp.
the rest of them were 33% belongs to 50+ above age group ge group e

pondents single, 25 married, 5 divorced, 7 wid
le class, 7-high schodl

(v) There were 11 res owed
o ¢
(vi) There were respondent’s qualification, 1 1-illiterate, 9-midd

11- intermediate, 5-graduates, and 5- postgraduates
vii) Res ’ i i
(vii) Respondent’s occupational details, 18-housewives, 6-agriculture, 5-business, -

service, 7-unemployed, and 5- other.
(viii) tC;iist related data of respondent, 46-SC/ST, 1-UR, 1 OBC, the re
. s group mostly runs by the schedule cast women.
1X ’ o
v r]d;ted data, T 0.00-14, T 2,000-7, T 5,000-10, T 550 60
bec:ausc_m’ 110-,000-9’ % 15,000-1, and 25,000-1. This waste yariation income ¥
o e ost of respondent working lather tannery hnioia
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or as rented home

) ATl 48 respondents have their account with bank or MFIs
(1

30 respondents were open their account under the Jan Dhan v
i i Jal i

() : , ot i 1
respondents had their normal saving bank account. 4

All 48 respondents accepted that the direct benefits transfer is beneficial fo
23 respondents were benefited from the loan waiver scheme and 2
penefited of it ever. )

) - them

(\” 5/ WEers nevear
(i) Approximately all (47) respondents accepted that micro-financial

i mstitutions are
beneficial for them. ‘

y. Service quality
(a) Reliability: We asked six questions about this for reliability and were applied to “one-

sample t-test’ for analysis, and the results show that the services provided by MFIs are
reliable for their customers. )

(b) Empathy: For the test empathy factor, we asked seven questions about it, the ‘one
sample t test’ for analysis that has been applied to the critical test, and the result shows
that the services provided by MFIs are based on their clients Are reliable, but less than
the reliability factor, it may be that the customer is hesitant to ask the employees
anything about the services.

(c) Tangibility: For the Check Tangibility Factor, we asked seven questions about it, the
‘one sample t-test” for analysis, which is applied to check significance, and the result
shows that the services provided by MFIs They are tangible in nature, except where the
customer is unviable, as MFI employees are human and have to do work along with
talking to customers.

(d) Repayment intension: To check the repayment, we asked six questions about it, *One
sample t-test for analysis’ which has been applied for critical inquiry and the results
show that all MFI borrowers want to repay their loan on time.

(¢) Credit reliability to check credit reliability, we asked five questions regarding it, for
analysis ‘one sample t-test’ applied for significance check, and the result is significant.
And significance level found low in the case of meeting the purpose of loan and loan
purpose,
Discussion

Cost 39?31_ innovation defined as the use of available resources to produce goods and gerviccs at a low
't high quality for the base of the pyramid (Prahalad and Hart; 2002), or Who live at the lowest
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