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Abstract: The study, employing a descriptive comparative research approach, aimed to evaluate member-borrower
satisfaction and discern potential disparities in satisfaction between traditional face-to-face and online loan
application methods within an association. Through random sampling of 300 members utilizing both application
channels, the research employed Parasuraman's (1988) service quality model, encompassing five dimensions:
Reliability, Assurance, Tangibility, Empathy, and Responsiveness Results indicated that members utilizing both in-
person and online channels expressed overall satisfaction across dimensions like reliability, assurance, tangibility,
empathy, and responsiveness. Consequently, the study recommended heightened efforts by the association to increase
member satisfaction. To enhance satisfaction in loan applications, the association might concentrate on delivering
exceptional customer service. Whether face-to-face or online, branch personnel and telemarketers should display
profound knowledge, and courtesy, and foster a welcoming, professional atmosphere. Additionally, improving the
transition from in-person to online transactions and providing flexibility in engagement modes could be beneficial.
The association should avoid perceiving the current process as entirely satisfactory, acknowledging the potential for
ongoing improvement. A commitment to continuous enhancement could result in a more positive and satisfying
experience for members in their loan application processes.
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1. Introduction

Prior to the onset of the COVID-19 pandemic, utilizing online platforms for activities such as loan
applications, money transfers, bill payments, shopping, and food ordering were considered convenient "nice-
to-have" options. However, during and after the pandemic, they have transitioned into essential "must-have"
services. According to Jiao (2021), the pandemic has been a turning point not just for the Philippine financial
industry but also globally with mobility restrictions the demand for contactless financial services has surged
and traditional banking alone was unable to fulfill the needs of consumers. This situation has prompted a
pivot to digital finance.

The study is about member-borrower’s satisfaction with loan applications via face-to-face and online
platforms in a mutual benefit fund association. For over twenty-five years of existence, the association has
been providing financial services to its members via face-to-face transactions. Members who wish to transact
their business will have to travel a long way or wait for a scheduled field operation until during the COVID-
19 pandemic, travel bans were implemented. To continue providing timely, quality, and exceptional
customer experience during the pandemic and to sustain relationships with its members the association was
forced to quickly adapt to overcome the challenges of change. The association offered a loan application via
an online platform. This enables members to apply for loans by using online platforms that are aligned and
looking forward to easing members’ burden of coming to the branch office. It is also to provide convenience
and safety at the same time.

A study by Morales and Trinidad (2019) involving technology in bank operations will ensure more
convenient, more seamless transactions, and faster as this allows clients to access bank services anywhere
and anytime, they like. The empirical results found that the determinants of behavioral intention to accept
digital mortgage devices among mortgage clients were facilitating conditions, performance expectancy, and
effort expectancy. Moreover, results revealed that performance expectancy is directly related to internet time,
frequency of product purchase using a mobile device, and use of mobile banking. However, a study by
Manayon and Parnes et al. (2018) about software-based management systems for cash loan transactions
mentioned that for those lenders without a fully integrated solution to manage the loan cycle can be costly
and time-consuming. Even though a software-based system can aid the workloads of employees and improve
loan approval faster, more accurate and more reliable.
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The findings of this study may serve as a valuable platform to communicate with the association's
management regarding areas of service quality that may require improvement to meet their expectations and
enhance overall customer satisfaction. This information not only identifies potential areas for enhancement
but also helps articulate specific issues they may be facing, opening the door for constructive
recommendations to address these concerns. This would also find if there is a difference between the ratings
between online loan applications and face-to-face as to their satisfaction.

Abian and Gales et al. (2021) conducted research regarding factors affecting consumer satisfaction in online
business showing that the factor that greatly affects customer satisfaction in online business is having fast
transactions, while there is no significant difference in online business when it comes to profile. Both studies
above show that based on the Parasuraman dimension responsiveness has a big effect on customer
satisfaction both research described the transaction done by their consumers by physically transacting inside
the branch, Furthermore, a study by Devicais (2014) on customer satisfaction on small business loans in
BDO Unibank Inc. In her study, she determined the level of customers’ satisfaction in terms of personal
skills by SERVQUAL: (empathy, reliability, responsiveness, and assurance) and business environment
(tangibles and processing time).

2. Materials and Methods

Research Design: The study followed a descriptive comparative research approach, the research was able to
generate numerical data or information that can be converted into numbers and statistics to compare and see
if there is a significant difference in the service quality of the association between face-to-face and online
social media platforms when it comes to loan application.

Sampling Design and Respondents: The study employed a simple random sampling technique. The 300
respondents selected were required to have prior experience with online platforms and face-to-face loan
applications. All members who have availed themselves of loans and are willing to share their experiences
were encouraged to participate in the questionnaire. Of the total respondents of 300, 50%, or 150 respondents
are members who have availed of loans via face-to-face, and the remaining 50%, or another 150 respondents
are members who have availed of loans via online platforms. This balanced approach ensures a
representative sample from both application methods, contributing to a comprehensive understanding of
member satisfaction across different channels.

Data Gathering Procedure: In this study, the researcher used a systematic approach to collect relevant data
for analysis. The research data was collected in several steps: The researcher began by identifying and
selecting the participants for this study. The researcher decided to use a random sampling technique to ensure
the accuracy of this research. A list of potential participants was obtained from the association, and a
random sample was drawn from this list.

Statistical Treatment: The demographic profile of the respondents was categorized according to sex, age,
years of membership, and the number of times a member has availed of a loan. The researcher will be using
the percentage and frequency distribution table, a table that shows the data arranged into different classes.
While mean was used to give descriptions of how members are being satisfied in the areas of responsiveness,
assurance, tangibility, empathy, and reliability. In answering the questionnaire, the respondents will be asked
to rate each of the statements using a 5-point Likert scale.

3. Results
Demographic profile of the respondents

Age of the member-borrowers: A significant portion of respondents on online platforms, specifically
48.67% and 45.33% for face-to-face transactions falls within the 31-40 age group. Within this age range,
many individuals are likely to initiate family life, seek to purchase their first homes, or upgrade to larger
residences, necessitating more mortgage loans. These respondents are opting to leverage the association's
low-interest rates to facilitate their financial requirements. Following closely are 33.33% of respondents from
online platforms and 35.33% face-to-face, aged between 41 and 50. Members of this demographic profile are
taking out loans for diverse purposes, including tuition fees for their children, home renovations, and capital
for business startups.
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Accounting for 11.33% of online platforms and 12.67% of face-to-face applications of members who are in
the 20-30 age bracket. Given that the Philippine National Police sets age requirements for applicants within
this range, most of them are acquiring loans to purchase their first firearms for personal safety, as well as
cars or motorcycles for transportation. The remaining 6.67% for online platforms and 6.67% for face-to-face
transactions, fall within the 51-56 age group. The lower number of applicants in this age bracket is attributed
to a lack of interest in online platforms; as individuals aged 51-56 generally prefer face-to-face application
methods. Moreover, uniformed personnel within this age range face restrictions on engaging in loans,
aligning with the government's objective for them to retire without financial liabilities from any institutions.

Sex of the member-borrowers: The percentage breakdown of 150 respondents of online platforms wherein
101 of them or 67.33% are male. The recruitment quota for males has been favoured over females due to the
belief that they are more suited for certain roles because of that the association is also dominated by male
members who can avail loans, while the remaining 49, or 32.67% belong to female respondents. The
percentage breakdown of 150 respondents face-to-face wherein 108 or 72% are males while the remaining
42 or 28% belongs to female respondents.

Years of membership: The duration of the respondents' membership with the association who have availed
loan via an online platform. The lengthiest membership period is observed in the category of 11-15 years,
constituting 62 respondents. The following 41 respondents have been affiliated with the association for more
than 16 years. Subsequently, 31 respondents have maintained their association membership for a span of 6-
10 years. Lastly, the remaining 16 respondents have been members for 1-5 years.

While the distribution of respondent's membership duration with the association who have availed loans via
face-to-face 52 respondents, falls within the 11-15 years category. Following closely, 51 respondents have
been affiliated with the association for more than 16 years. A successful 27 respondents have sustained their
association membership for 6-10 years. Finally, the remaining 20 respondents have been members for
duration of 1-5 years.

Member-borrowers satisfaction on loan application via online platforms and face-to-face

Reliability: Online platforms

Statement Mean | Description
1. The telemarketer has the right skills required to perform their duties as a service 451 Strongly
provider. ) Agree
2. The telemarketers are competent and knowledgeable about their specific job not limited Strongly
. L 4.51
to the product and services of the association. Agree
3. The telemarketer accurately presents records of loan transact. 4.41 Agree
4. The association is consistent with its procedures. 444 | Agree
5. The association's loan process is orderly and systematic. 4.45 Agree
6. Error-free service delivery/maintaining error-free records. 4.33 Agree
7. 1 was given enough time to clarify all my questions regarding my loan application 451 Strongly
during my inquiry via call, text, messenger, or Viber. ) Agree
Mean 4.45 Agree
Table 1

Table 1shows that members who had availed loans via online platforms described their satisfaction rendered
by the association in terms of reliability with a mean of 4.45.

Table 1 reveals three statements that obtained the highest mean of 4.51, indicating a strong agreement among
member-borrowers. Firstly, members acknowledge that the association's telemarketers possess the requisite
skills necessary to fulfill their responsibilities as service providers. Secondly, it is recognized that
telemarketers not only demonstrate competence and knowledge but also go above and beyond their
designated duties to serve the members. Thirdly, member-borrowers feel that they were afforded ample time
to seek clarification and pose questions regarding the loan application process through online platforms.

Reliability: Face-to-face
Statement Mean | Description
Il).r(;l;lilgciet;zanch personnel have the right skills required to perform their duties as service 449 Agree

Member-Borrowers Satisfaction on Loan Application via Face-To-Face and Online Platform: A Case of a Mutual...
John Paul C. Lucas https://doi.org/10.55454 /rcsas.4.02.2024.007




ThRCSA
I St ]

www, theresas com

The Revietw of Contemporary Scientific and Academic Studies

An International Multidisciplinary Online Journal

Y\

www.thercsas.com

ISSN: 2583-1380 Vol. 4 | Issue No. 2 | February 2024 Impact Factor: 4.736 (SJIF)

2. The branch personnel are competent and knowledgeable about their specific job not 451 Strongly

limited to the product and services of the association. ) Agree

3. The branch personnel accurately present records of my loan transaction. 4.49 Agree

4. The association is consistent with its procedures. 4.43 Agree

5. The association loan process is orderly and systematic. 444 | Agree

6. Error-free service delivery/maintaining error-free records 4.2 Agree

7. The association is providing services at the promised time 439 | Agree
Mean 4.42 Agree

Table 2

Table 2 shows that members who had availed loans via face-to-face and described their satisfaction rendered
by the association in terms of reliability having a mean of 4.42. Among the statements highest mean of 4.51
interpreted as strongly agree as member-borrowers observed that branch personnel are competent and
knowledgeable about their specific job not limited to the product and services of the association.

Assurance: Online platform

Statement Mean | Description
. . . . Strongly
1. The telemarketers are courteous and considerate in dealing with customers. 4.55 Agree
2. The telemarketer explains to the client that his transactions will be handled with
. . 4.47 Agree
good quality the same value as a face-to-face transaction.
3. The telemarketer gives clients an opportunity to express doubt and questions about
4.45 Agree
the loan process.
4. T am comfortable sending my loan application via an online platform as I am 433 Acree
confident that the association will observe strict confidentiality on my loan documents. ) &
Mean 4.45 Agree

Table 3

Presenting in Table 3 follows the statements in describing member’s satisfaction on assurance for loans
availed in online platforms with a mean of 4.45. based on the result it can be interpreted as members’
strongly agreeing telemarketers were courteous and considerate to member-borrowers even without face-to-
face interaction.

Assurance: Face-to-face

Statement Mean | Description
. . . . Strongly
1. The branch personnel are courteous and considerate in dealing with customers. 4.55 Agree
2. The branch personnel were able to handle my transaction with high-quality 4.47 Agree
customer service.
3. The branch personnel were able to provide me with an opportunity to express
. 4.48 Agree
doubts and questions about the loan process.
4. The branch personnel observe and assure the confidentiality of loan documents. 4.49 Agree
5. The branch personnel were able to explain the process of the loan in a language Strongly
. 4.53
that I can easily understand Agree
Mean 4.5 itrongly
gree

Table 4

Table 4 shows the mean score of the following statements in describing members’ satisfaction on assurance
for loans availed face-to-face having a mean of 4.50. Earning the highest mean of 4.55 and interpreted as
strongly agree. The member-borrowers of the association were able to feel that branch personnel are
perceived as courteous and considerate.

Tangibles: Online platform

Statement Mean | Description
1. The association's website gives valuable information about its products and services. | 4.41 Agree
2. Application forms are readily available on the website and thru other social media 437 | Agree
platforms which are downloadable anytime. )
3. The online platform: Facebook, Viber, email, etc. used in applying for a loan is easy | 4.49 Agree
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to use and accessible to customers.
4. I was treated in a professional manner by the telemarketer, before, during and after
my online loan application.

4.46 Agree

Mean 4.43 Agree
Table 5

Table 5 describes the member-borrower's satisfaction on loan applications via online platforms relating to
Tangibles. As depicted in Table 5 a mean of 4.43 for describing member’s satisfaction on tangibility for
loans availed on online platforms. Earning the highest mean of 4.49 translated as agree by member-
borrowers finds that online platforms such as Facebook, Viber, email, etc. are easy and accessible to use. The
reason is that these online platforms can be downloaded for free, and anyone can create their own account.

Tangibles: Face-to-face

Statement Mean | Description

1. The comfort room is clean and always available. 4.24 | Agree
2. The branch office has a clean and tidy environment. 4.34 Agree
3. The branch office provides a comfortable waiting area. 4.32 Agree
4. The branch office has an adequate supply of brochures for loan customers | 4.39 | Agree
5. Loan forms are available and properly placed with label 4.41 Agree
6. Parking spaces are available and convenient. 3.99 Agree
7. The location of the branch is easy and accessible to the customer. 4.33 Agree
8. The branch personnel have a neat and professional appearance. 4.45 Agree

Mean 4.31 Agree

Table 6

As depicted in Table 6 tangibles have a mean of 4.31. The highest mean of 4.45 and is interpreted as Agree.
The member-borrowers saw that branch personnel have a neat and professional appearance.

Empathy: Online platform

Statement Mean | Description
1. I believe that the association has my best interest at heart. 4.37 Agree
2. 1 felt that I received the same level of customer service experience as those who 4.43 Agree
applied for their loan physically inside a branch office. )
3. The association is providing convenient business hours to their customers. 4.45 Agree
4. The association fully understands the needs of its member-borrowers. 4.41 Agree
Mean 4.42 Agree

Table 7

Table 7 shows that members who had availed loans via online platforms described their satisfaction rendered
by the association in terms of empathy with a mean of 4.42. The highest mean of 4.45 translated as agree,
means that the association is providing convenient business hours to its member-borrowers.

Empathy: Face-to-face
Statement Mean | Description
1. I believe that the association has my best interest at heart. 4.32 Agree
2. The branch personnel are excellent at giving customers individual attention. | 4.40 Agree
3. The association is providing convenient business hours to their customers. | 4.41 Agree
4. The association understands the needs of its customers. 4.37 Agree
Mean 4.38 Agree
Table 8

Table 8 describes the member-borrower's satisfaction with loan application via face-to-face relating to
Empathy. Presented in Table 8 is the table that describes empathy as having a 4.38., the highest mean of 4.41
and interpreted agree. As member-borrowers believe that the association is providing convenient business
hours to them.

Responsiveness: Online platform
Statement Mean | Description
1. I was provided with a quick and timely response from the telemarketer as I | 4.38 Agree
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call or send a message regarding my interest in availing loan.
2. The telemarketer provides prompt yet accurate service. 441 Agree
3. The telemarketer expresses willingness in resolving problems quickly. 4.43 Agree

4. The telemarketer is always available and ready to give updates on the status
of my loan transaction.

5. The telemarketer was able to explain the process of the loan in a language
that I can understand.

4.39 Agree

445 Agree

Table 9

Table 9 describes the member-borrowers satisfaction on loan application via online platform and face-to-face
relating to Responsiveness. Exhibited in Table 9 shows that members who had availed of loans via online
platforms described their satisfaction rendered by the association in terms of responsiveness earned a mean

of 4.41.
Responsiveness: Face-to-face
Statement Mean | Description
1. The branch personnel attend to the urgency of the client's loan transaction 4.37 Agree
2. The branch personnel provide prompt yet accurate service. 4.36 Agree
3. The branch personnel express a willingness to resolve problems quickly. 4.35 Agree

4. The branch personnel are available and ready to give updates on the status

the of loan transaction. 4.35 Agree

Mean 4.36 Agree
Table 10

Table 10 describes the member-borrower's satisfaction with loan application via face-to-face relating to
Responsiveness. Table 10 describes responsiveness with a mean of 4.36. The statement “the branch
personnel attends to the urgency of the client's loan transaction.” earned the highest mean of 4.37 and was
interpreted as agreed.

4. Discussion

Reliability: The reliability of loan applications via online platforms exhibited a grand mean of 4.45 (Agree),
while the reliability of face-to-face loan applications showed a grand mean of 4.42 (Agree). These findings
suggest that the association demonstrated consistency in its performance and the provider's capability to
deliver and fulfill promises within the stipulated timeframe, whether the loan application occurred online or
face-to-face. The high agreement levels indicate a positive perception among respondents regarding the
reliability of the association's services across both application methods.

Assurance: The assurance for loan applications via an online platform constructs an overall mean of 4.45
(Agree) and 4.50 (Strongly Agree) for loan applications via face-to-face. It only shows that the association
has earned the trust and members of the association already have confidence that the association will handle
their information with the utmost security in both online and face-to-face transactions.

Tangibility: The tangibility for loan applications via an online platform constructs an overall mean of 4.43
(Agree) and an overall mean of 4.31 (Agree) for loan applications via face-to-face. This only shows that the
facilities, equipment, and communication materials of the association are in good condition including the
personnel appearance of its branch personnel.

Empathy: The empathy for loan applications via an online platform constructs an overall mean of 4.42
(Agree) and an overall mean of 4.38 (Agree) for loan applications via face-to-face. This means that in both
online and face-to-face transactions, the association was able to provide personalized experience and
attention for each member-borrower.

Responsiveness: The responsiveness for loan applications via an online platform constructs a grand mean of
4.41 (Agree) and a grand mean of 4.36 (Agree) for loan applications via face-to-face. This reflects the
willingness and ability of the association to provide prompt responses in helping member-borrowers of the
association during their inquiries, problems, and requests.

Challenges encountered during loan application: A total of 61 member-borrowers using online platforms
indicated that they lack essential resources for applying, such as internet connection, printer, and scanner.
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Simultaneously, 64 member-borrowers who prefer face-to-face applications expressed that the absence of a
nearby branch office in their area hinders them from physically applying for a loan. These responses
underscore the diverse challenges faced by members in different application methods, emphasizing the need
to address resource limitations for online applications.

5. Conclusion

In summary, the assessment of the association's loan application process reveals positive perceptions across
various dimensions namely reliability, assurance, tangibility, empathy, and responsiveness. Loan application
via online and face-to-face exhibits consistent and reliable performance indicating the association's ability
fulfills promises within stipulated timeframes. The association has earned trust and confidence in handling
member information securely, whether through online or face-to-face transactions.

Facilities, equipment, and all communication materials, including personnel appearance, are recognized to be
in good condition for both online and face-to-face applications. The association provides personalized
experience and attention to each member-borrower, demonstrating empathy in both online and face-to-face
transactions. The association exhibits a willingness and ability to provide prompt responses to member
inquiries, problems, and requests in both online and face-to-face interactions.

Although the above dimensions above seem to be positive there are still diverse challenges that emphasize
the need to address resource limitations for online applications and consider branch accessibility for face-to-
face transactions. In conclusion, the association demonstrates strong performance in key service dimensions,
but addressing specific challenges related to resource limitations and branch accessibility can further enhance
the overall member experience.
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