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Abstract

Micro, small and medium enterprises (MSMEs) are an essential element in Odisha’s
economic growth and socio-economic progress, providing jobs, fostering
rural entrepreneurship and promoting balanced geographical development.
But even with the introduction of government reforms and financial inclusion
programmes, MSMEs often face challenges in obtaining credit from public sector
banks, especially at the pre-sanction stage of loan disbursement. The first step,
which includes documentation, eligibility checks and ground evaluation, is a pivotal
factor in determining customer satisfaction and trust in the banking system.
The current study examines the levels of satisfaction of MSME borrowers at the
pre-sanction stage of loan issuance in public sector banks in Odisha. The research
aims to determine the impact of demographic and financial factors, such as age,
education and loan amount, on borrowers’ perceptions of fairness, efficiency and
transparency in the loan process. Using a descriptive—analytical research design,
the study collects primary data through a structured questionnaire and interviews
with borrowers across various districts of Odisha. Results show that satisfaction
levels are not materially different across age groups, education levels and credit
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limits, suggesting that most public sector banks share a similar attitude towards
lending. This consistency highlights the success of digital banking reforms, process
automation and rule-based evaluation systems that have reduced procedural
bias and increased transparency. The study also indicates that satisfaction levels
are increasingly determined by institutional performance indicators, including
timeliness, communication quality and the legibility of documentation, but not
by borrower demographics. As a result, the research concludes that the model
for achieving procedural parity and consistency in pre-sanction loan processes
by public sector banks in Odisha indicates an improvement in inclusive banking.
Further improvement in satisfaction should focus on qualitative aspects of
service delivery, including staff responsiveness, empathy and the efficiency of
active communication. MSMEs, as well as public sector banks, can build long-
lasting connections and strong trust by further developing digital infrastructure,
feedback systems and strategies to engage borrowers.
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Introduction

Micro, small and medium enterprises (MSMESs) comprise a significant portion of
India’s economic infrastructure. They contribute approximately 30% to the coun-
try’s gross domestic product, 45% to manufacturing and 48% to exports. They
also employ more than 110 million individuals. This is also a leading sector in
Odisha, with over 4 lakh registered MSME units operating in various industries,
including handloom, handicrafts, food processing and mineral-based manufactur-
ing. Although MSMEs in India make a significant contribution to the economy,
they face a substantial credit gap, estimated at 20-25 lakh crore, and only 14% of
these businesses utilise formal institutional credit. This financial limitation has a
significant negative impact on the growth path and competitiveness of such busi-
nesses, especially in states such as Odisha, where financial inclusion remains a
persistent issue (Ashiq et al., 2023).

In India, funding for MSMEs predominantly relies on public sector banks
(PSBs), which provide over 77% of the loans to this sector. By March 2025,
the current MSME loan book with PSBs stood at 13.07 lakh crore, an increase of
11.3 year on year. However, a series of challenges have been encountered in the
pre-sanction credit appraisal process, which is a bottleneck between MSMEs’
credit demand and supply. The pre-sanction stage is a part of the process that
includes submitting the application, conducting due diligence on the borrower,
performing a credit check, verifying documents and obtaining preliminary
approval. All these combined details indicate the ease, effectiveness and borrower
satisfaction with banking services (GOI, Ministry of Finance, 2025).
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Recent studies have found that approximately 64% of stressed assets and non-
performing accounts originate from failures during the initial pre-sanction bor-
rower due diligence step. The pre-sanction credit process consists of three basic
steps: appraisal and recommendation, assessment and sanction. These functions
are subdivided by the functional responsibilities of appraisers, assessors and
sanctioning authorities. The difficulties associated with this process include
incomplete documentation, subjective risk evaluation, the absence of standard
procedures, limited access to accurate information about borrowers and time-
consuming manual verifications. For MSME:gs, this is exacerbated by poor collat-
eral, a lack of organised credit histories, stringent documentation requirements
and a perceived higher risk.

Customer satisfaction in the banking industry has proven crucial to institu-
tional performance and competitive advantage, particularly in the highly regu-
lated and competitive MSME lending environment. The quality dimensions of
service, such as tangibles, reliability, responsiveness, assurance and empathy, as
conceptualised in the SERVQUAL model, fundamentally define satisfaction. In a
particular case of MSME lending, the factors of satisfaction do not relate only
to the traditional service parameters such as quality but also the timeliness of
the decision, the suitability of the loans, the clarity of the processes, its reliability,
the presence of online banking services, the conducive conditions of the loans, the
competence of the staff and the protection of personal data. It has been established
that the service quality dimensions have a strong linear relationship with customer
satisfaction, with all correlation coefficients revealing strong relationships
between bank policies and procedures and MSME borrower contentment
(Jena, 2025).

The shift to digital credit assessment models represents a paradigm shift in
lending to MSMEs. The New Digital Credit Assessment Model for MSMEs
(initially launched in March 2025) leveraged digitally verifiable data and auto-
mated credit decisioning to complete the turnaround in under one day, compared
to the more traditional manual methods, which typically took 7—15 working days.
The number of MSME loan applications sanctioned by PSBs within this new
framework from 1 April to 15 July 2025 is 98,995. This digital revolution encom-
passes PAN authentication, integration of GST data API, account aggregation,
analysis of bank statements, ITR verification and automated fraud detection.
Nevertheless, the conversion and application of these technological innovations
differ considerably across regions and institutions, and some traditional chal-
lenges persist in most work settings (McKinsey & Company, 2025; RBI, 2024).

The MSME sector in Odisha faces unique regional challenges, including inad-
equate access to finance, infrastructural bottlenecks, outdated technology, market
constraints and regulatory burdens. The state government has introduced specific
policy reforms through the MSME Development Policy 2022, a part of the Vikshit
Odisha vision, to rejuvenate the ecosystem by easing the business environment,
providing financial support schemes, improving market access, developing
skills and encouraging innovation. Despite such interventions, Odisha’s credit-
to-deposit ratio stands at approximately 66, below the national average, indicating
that banking resources are not being fully utilised for productive lending.
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PSBs still dominate the state’s credit environment. Still, there is a paucity of sys-
tematic research studying the level of satisfaction among MSME borrowers with
pre-sanction processes.

The pre-sanction loan process serves as the entry point for crucial interactions
among institutional efficiency, regulatory conformity, technological competency
and customer expectations. For MSMEs borrowers, this step not only defines
access to credit but also contributes to perceptions of fairness, transparency, speed
and institutional trustworthiness. The studies show that customers focus on four
main dimensions throughout the loan process, including reassurance from knowl-
edgeable and readily available personnel, a clear understanding of prices and
schedules, ease in the application process and paperwork, and speed in processing
and decision-making. Banks that excel at getting things right the first time and
providing 24 x 7 status updates also go a long way towards increasing borrower
satisfaction and loyalty.

Although the literature on the quality of banking services and the problem of
MSME financing has continued to grow over time, empirical studies that specifi-
cally focus on the pre-sanction loan process satisfaction of MSMEs borrowers in
PSBs in Odisha are scarce. The current literature has been more inclined towards
post-sanction monitoring, credit performance measurement and macro-level
achievement trends. Still, a major knowledge gap exists regarding the determi-
nants of satisfaction at the most crucial pre-sanction stage. The identified research
gap is especially crucial, considering that pre-sanction experiences largely shape
borrowers’ perceptions, influence their credit uptake choices and define the long-
term banking relationships (Swaminathan, 2024).

The lending regulations for MSMEs have undergone significant changes in
recent years. Beginning on 1 October 2024, banks were required to disclose clear
and understandable information on the terms and costs of loans in a Key Facts
Statement, as mandated by the Reserve Bank of India (2025). The reason behind
this is to enhance transparency and empower the borrowers. Additionally, the
elimination of prepayment penalties on some MSME loans demonstrates a com-
mitment to promoting desirable borrower practices. This article discusses the pre-
sanction loan system in state-sponsored banks in Odisha, examining issues such
as the system’s performance, transparency, communication, employee compe-
tence and reliability to identify what drives borrower satisfaction.

Review of Literature

MSMEs are critical to the economic development of India, particularly in states
such as. Odisha, however, has a long-standing discontent with the pre-sanction
loan procedures of PSBs. Studies have highlighted that high collateral require-
ments and a complex nature are among the biggest challenges that MSME:s face.
Documentation and low financial literacy, which lower their access to formal
credit, increase satisfaction. and banking operations (Divya & Sharma, 2025,
2023; Dubey, 2023; Tambunan et al., 2022). While government programmes,
such as the MUDRA scheme, have increased access to credit and enhanced
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entrepreneurship, they have also created problems. High repayment pressure,
inability to understand the process and the need for financial education remain
(Chaturvedi & Mishra, 2024, 2023; Dubey, 2023). At the advent of digitalisation,
non-banking financial companies (NBFCs) have further increased access, espe-
cially in areas previously poorly served, but they face challenges. They include
regulatory compliance, high interest rates and inefficiencies in the process (Akang
& Udo, 2024; Divya & Sharma, 2025; Tambunan et al., 2022). The literature
emphasises streamlining pre-sanction processes to improve financial literacy and
leverage technology to enhance MSME satisfaction, ultimately leading to sustain-
ability. In Odisha and other regions, economic growth is a significant concern
(Akang & Udo, 2024; Basha et al., 2021; Chaturvedi & Mishra, 2023, 2024;
De Carvalho et al., 2021; Divya & Sharma, 2025; Dubey, 2023; Marchelina,
2021; Tambunan et al., 2022; Umami et al., 2024).

There are severe constraints on MSMEs’ access to formal credit from state
banks in Odisha and across India, such as high collateral requirement, difficult
documentation and long approval processes (Akang & Udo, 2024; Dubey, 2023;
Sharma, 2025, 2023; Tambunan et al., 2022). These difficulties are magnified by
limited financial literacy and ignorance of existing schemes (Dubey, 2023;
Supriyadi et al., 2024 ; Tambunan et al., 2022).

Plans such as the Pradhan Mantri MUDRA Yojana have ensured ease of access
to collateral-free loans, particularly for micro and small businesses, and have con-
tributed to the creation of entrepreneurship and job opportunities (Chaturvedi &
Mishra, 2024; Dubey, 2023). There is further improvement in digitalisation activ-
ity, participation by NBFCs and availability of credit, especially in rural and semi-
urban regions (De Carvalho et al., 2021; Divya & Sharma, 2025; Tambunan et al.,
2022; Umami et al., 2024). Nevertheless, interest rates are high, regulations are
restrictive and better need is required. Problems with process clarity still exist
(Akang & Udo, 2024; Chaturvedi & Mishra, 2024; Divya & Sharma, 2025).

Financial literacy is one of the most important factors influencing MSME sat-
isfaction and loan repayment. Studies show that more financially literate MSMEs
are more likely to access credit and repay it successfully and vice versa.
Compliance with regulations may raise operational costs and discourage lending
(Akang & Udo, 2024; Dubey, 2023; Supriyadi et al., 2024).

Alternative sources of finance, including NBFCs, credit cooperatives and
online lending systems, have emerged. Significant lending options to MSMEs,
where traditional banking institutions are not in a position or willing to lend
(Da Silva et al., 2024; Dubey, 2023; Divya et al., 2018; Mckillop et al., 2020;
Sharma, 2025; Tambunan et al., 2022), can be less strict in terms, yet they can be
more risky or even more expensive.

The literature continues to identify that satisfaction with pre-sanction loan pro-
cedures among MSMEs in the Odisha public sector is low. Procedural complexity,
poor transparency and financial literacy hinder banks (Akang & Udo, 2024;
Dubey, 2023; Sharma, 2025, 2023; Tambunan et al., 2022). Although government
initiatives, such as those based on MUDRA and digitalisation, have helped people
access more, they have never fully addressed the causes of these issues, such
as discontent, that is, excessive collateralisation and lengthy processing time
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(Dubey, 2023; Chaturvedi & Mishra, 2024; Tambunan et al., 2022). The contribu-
tions of NBFCs and alternative lenders have helped close some gaps, but such
solutions tend to be more expensive or carry higher regulatory risks (Da Silva
et al., 2024; Divya & Sharma, 2025; McKillop et al., 2020; Tambunan et al., 2022).

The research quality in the field is generally high, and a variety of empirical
studies and literature reviews provide the necessary information and robust evi-
dence. Nevertheless, further region-specific and primary research is required to be
performed in Odisha. Learn the local peculiarities and adjust interventions accord-
ingly (Dubey, 2023). The importance of financial reforms in literacy and regula-
tion is mostly supported, so the policy should focus on simplification procedures,
improving transparency and offering specific financial education to MSMEs
(Akang & Udo, 2024; Dubey, 2023; Supriyadi et al., 2024).

In Odisha, MSMESs’ satisfaction with the pre-sanction loan procedures of PSBs
is moderate to low. Even with government scheme ameliorations and digitalisa-
tion, there are consistent obstacles, such as procedural complexity, collateral
requirements and low financial literacy. Overcoming such challenges through
regulation, simplifying processes, providing targeted financial education and
implementing reforms are necessary to increase MSME satisfaction and support
economic growth.

MSMEs are the lifeblood of Odisha’s local economy, creating jobs and sup-
porting rural entrepreneurship. Yet, one of their biggest challenges is getting fair
and timely access to finance. PSBs are intended to support these businesses. Still,
MSME owners often describe the pre-sanction loan stage as involving lengthy
document checks, eligibility assessments and field inspections, which they find
confusing, time-consuming or discouraging. This stage can make or break their
trust in the banking system. A human-centred analysis reveals that satisfaction is
not only about getting the loan approved but also about how MSME owners feel
during the process: whether they are respected, informed and treated fairly.
While many studies discuss post-loan satisfaction or repayment behaviour, very
few explore emotional experiences, trust and satisfaction before loan sanction,
particularly in Odisha.

e Assessment of MSME satisfaction during the pre-sanction loan process in
Odisha’s PSBs?

*  How can PSBs improve their pre-sanction processes to build stronger
relationships with MSME borrowers?

Despite government schemes and banking reforms, MSMEs in Odisha continue
to face difficulties in securing credit from PSBs. Many MSMEs report long
waiting periods, lack of communication, unclear documentation requirements and
procedural rigidity during the pre-sanction stage. These experiences often lead to
emotional stress, business delays and even loan rejections. There is a pressing
need to understand how MSMEs perceive these interactions and what specific
actions can enhance satisfaction and trust.
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Research Gap

Most current research in India emphasises credit availability and financial inclu-
sion rather than pre-sanction happiness. Limited research highlights the qualitative,
emotional and experiential aspects of interactions between MSMEs and bankers.
There is a paucity of region-specific information about Odisha, despite its
burgeoning MSME sector and dependence on PSBs. Research on process
enhancement and customer empathy in loan evaluation remains underdeveloped.
Hence, there is a clear gap in understanding the human experience of MSME
clients during the pre-sanction stages in PSBs, and how satisfaction at this stage
can influence broader trust and financial inclusion outcomes.

Objective of the Study

This study aims to evaluate the level of satisfaction of MSMEs during the pre-
sanction stage of loan approval in PSBs in Odisha.

Hypotheses

To test whether the demographic and financial characteristics of MSME borrowers
(age, education and credit limit) significantly influence their satisfaction levels
with pre-sanction loan processes in Odisha’s PSBs.

H : There is a significant difference in MSME borrowers’ satisfaction with the
determinants of the pre-sanction loan process in PSBs in Odisha across
different age groups.

H . There is a significant difference in MSME borrowers’ satisfaction with the
determinants of the pre-sanction loan process in PSBs in Odisha across
different education levels.

H,: There is a significant difference in MSME borrowers’ satisfaction towards
determinants of the pre-sanction loan process in PSBs in Odisha across

different credit limit categories.

Research Methodology
Significance of the Study

This study aims to explore and understand how MSMEs in Odisha experience the
pre-sanction stage of bank loans in PSBs.

By focusing on borrowers’ satisfaction during this crucial phase, the research
brings human perspectives into a largely technical process, revealing what truly
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matters to small entrepreneurs when they seek credit. The insights from this study
can help PSBs improve their service delivery, enhance trust and design MSME-
friendly loan systems.

Data Sources and Sample Size

The researchers used purposive sampling to ensure that participants had relevant
and recent exposure to the process. The team selected respondents based on
their recent experience with the loan application and sanction process in PSBs.
The study includes primary data collected from 206 MSME borrowers across
various districts in Odisha.

Data Collection Method

Data were collected through a structured questionnaire complemented by personal
interviews. The questionnaire covered key areas that influence satisfaction,
including the timeliness of decision-making, procedural clarity, services, relia-
bility and charges. Primary data came from MSME borrowers. This study’s
population comprises MSME borrowers of PSBs in Odisha. Secondary data were
obtained from RBI reports, government policy documents and bank annual
reports.

Variable Measurements

The dependent variables, that is, borrower satisfaction, were measured on a five-
point Likert scale, ranging from highly dissatisfied (1) to highly satisfied
(5). Independent variables included age (young/middle aged/senior), education
(higher secondary/graduation/postgraduate or above) and credit limits
(below 20 1akh/20-100 lakh/above 100 lakh). Researchers developed all variables
based on prior MSME credit literature and customised them to the context of
Odisha’s public sector banking landscape (Tables 1 and 2).

Research Design

This study employs a descriptive—analytical research design. It aims to describe
the level of satisfaction among MSME borrowers and identify the underlying
factors influencing their experience during the pre-sanction phase.

Results and Discussion

Table 3 and Figure 1 present the demographic profile of MSME borrowers who
obtained credit from PSBs in Odisha. A majority of respondents were middle-aged
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Table I. Elements of MSME Borrowers’ Pre-stage of Loan Sanction and the Questions.

Factors Questions Articulated

Timely decision Addressing solutions to challenges
Procedural formalities that are simple in nature
Process of providing financial assistance through loans
Clarity in process

Loan sufficiency Loan in an adequate amount
Reliability of the bank

Suitable and relevant Online banking

Financial services Counter services in the branch

Accessibility to bank management
Monitoring and recovery process
Beneficial terms for Empathy and comforting character
borrowing Staff trained in customer management
Employees eager to help

Table 2. MSME Bank Credit Landscape in India.

Working Capital Loans:

Overdraft facility

Reducing OD

Kissan credit

TReDS (trade receivables discounting)
Bank guarantee

Letter of credit

VVVYVYVYVYYVY

Commercial MSME lending Term Loans:

Secured terms loan

Loan for the acquisition of fixed assets
Addressing the long-term working capital gap
Project Loan

Loans backed by the credit guarantee trust for
micro and small enterprises guarantee

VVYVYYY

Table 3. Distribution of Sample MSMEs Availing Credit Facilities from PSBs in Odisha.

Demographic Parameters N %
Age groups (years) Young (below 30) 41 19.9
Middle-aged (30-55) 9l 442
Senior (above 55) 74 359
Education levels Higher secondary 63 30.6
Graduation 101 49.0
PG or above 42 204
Credit limits ) <20 lakh 116 56.3
20-100 lakh 57 27.7
>100 lakh 33 16.0

(44.2%), followed by senior entrepreneurs aged 55 or older (35.9%) and young
borrowers aged 30 or younger (19.9%). Educationally, 49% were graduates, 30.6%
had completed higher secondary education, and 20.4% held postgraduate or higher



10 Review of Professional Management: A Journal of Management

60%
50%
40% |
30% |
20% |
10% |

0%

30-55

o
1%}
3
o
[0}
[a1]

Above 55

Higher Secondary
Graduation

PG or Above
Below 20 Lakh
20-100 Lakh
Above 100 Lakh

Age Groups (Years) Education Levels Credit Limits (Rs.)

Figure |. Distribution of Sample MSMEs Availing Credit Facilities from PSBs in Odisha.

qualifications. Regarding loan sizes, most MSMEs (56.3%) availed credit below
%20 lakh, indicating that micro and small enterprises dominate the credit landscape.
This demographic structure aligns with observations by Panda and Dash (2023),
who found that micro-enterprises in eastern India are composed mainly of middle-
aged entrepreneurs with moderate educational backgrounds. Similarly, Singh and
Ghosh (2022) emphasised that MSMEs in semi-urban Odisha rely heavily on small
credit segments due to limited collateral and procedural constraints.

Table 4 and Figure 2 analyses satisfaction differences across age groups using
ANOVA. The F-values for all determinants—timeliness, process, services, relia-
bility, charges and overall satisfaction—were statistically non-significant
(p > .05). This suggests that age does not significantly impact MSME borrowers’
satisfaction levels with pre-sanction processes in PSBs. Although the mean values
show minor variation, senior borrowers report slightly higher satisfaction (overall
mean = 3.38); these differences are not large enough to be statistically meaning-
ful. Thus, H| is not supported. This uniformity suggests that procedural experi-
ences during loan appraisal and sanction are broadly standardised across age
categories. The result corroborates the findings of Kumar and Patel (2021), who
reported that digitised loan processing in Indian PSBs reduces age-based biases.
Similarly, Rout and Sahoo (2022) noted that uniform loan documentation and
KYC norms have streamlined the borrower experience, minimising demographic
disparities. While age does not significantly affect satisfaction, educational attain-
ment often shapes perceptions and understanding of loan processes. Hence, the
next section examines differences across education levels.

Table 5 and Figure 3 compare the satisfaction levels across borrowers’ educa-
tional backgrounds. The mean scores show a gradual increase from those with
higher secondary education (mean = 3.24) to those with postgraduate degrees
(mean = 3.42). However, the F-values across determinants are all non-significant
(p > .05), indicating that educational level does not significantly impact satisfac-
tion with pre-sanction processes. Hence, /7, is also not supported. The pattern
implies that the communication and procedural standards of PSBs are generally
clear and uniform, irrespective of educational differences. These findings align
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Table 4. Mean, SD and F-values of Satisfaction Levels of MSMEs Across Age Groups for
Various Determinants at Pre-stage Loan Sanction by PSBs in Odisha.

Age Groups (Years) N Mean SD F-value
Timeliness Young (<30) 41 2.29 0.76 2.616MN
Middle-aged (30-55) 91 2.32 0.74
Senior (>55) 74 2.39 0.8l
Total 206 2.34 0.77
Process <30 41 2.29 0.55 |.429Ns
30-55 91 2.26 0.56
>55 74 2.32 0.72
Total 206 2.29 0.61
Services <30 41 2.67 0.52 2.588"S
30-55 91 2.69 0.68
>55 74 2.76 0.82
Total 206 2.71 0.67
Reliability <30 41 4.56 0.92 1.683Ns
30-55 91 4.61 0.87
>55 74 4.67 0.86
Total 206 4.62 0.88
Charges <30 41 451 0.79 2.489NS
30-55 91 4.62 0.94
>55 74 4.74 0.93
Total 206 4.64 0.89
Overall <30 41 3.26 0.71 |.409Ns
satisfaction 30-55 9l 3.30 0.76
>55 74 3.38 0.83
Total 206 332 0.76

Note: F-value in ANOVA Between Age Groups. NS: Not significant at the 5% level (p < .05).

4.5
4 b W Below 30 Years @30-55 Years
35 @ Above 55 Years

Mean Score
N

Timeliness Process Services Reliability Charges Overall

Determinants of Loan Sanction

Figure 2. Mean Satisfaction Levels of MSMEs Across Age Groups for Various
Determinants of Pre-stage Loan Sanction by PSBs in Odisha.
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with those of Das and Behera (2021), who observed that MSME borrowers
perceive pre-sanction interactions as highly standardised due to the improved
transparency and simplified documentation introduced under the PSB loans in
59 minutes initiative. Likewise, Chakraborty and Roy (2023) reported that even
borrowers with limited financial literacy are now better equipped to engage with
credit institutions due to digital awareness drives. Although educational and age
differences are statistically insignificant, the magnitude of credit availed may
influence expectations and perceptions of service quality. Therefore, the analysis
proceeds to test /7.

Table 5. Mean, SD and F-values of Satisfaction Levels of MSME Borrowers Across
Education Levels for Various Determinants of Pre-stage Loan Sanction by PSBs in Odisha.

Education Levels N Mean sb F-value
Timeliness Up to higher 63 2.21 0.72 1.870MS
secondary
Graduation 101 233 0.78
Postgraduation and 42 2.54 0.77
above
Total 206 2.34 0.76
Process Upto higher secondary 63 221 0.56 1.992"s
Graduation 101 2.27 0.65
Postgraduation and 42 2.44 0.63
above
Total 206 2.29 0.61
Services Up to higher 63 2.67 0.6l |.599Ns
secondary
Graduation 101 2.74 0.71
Postgraduation and 42 2.72 0.69
above
Total 206 271 0.67
Reliability Up to higher 63 4.56 0.92 1.536N
secondary
Graduation 101 4.64 0.85
Postgraduation and 42 4.68 0.86
above
Total 206 4.62 0.88
Charges Up to higher 63 4.54 0.94 1.567NS
secondary
Graduation 101 4.68 091
Postgraduation and 42 471 0.82
above
Total 206 4.64 0.89
Overall Up to higher 63 3.24 0.75 2.054N8
satisfaction secondary
Graduation 101 3.33 0.78
Postgraduation and 42 3.42 0.75
above
Total 206 3.34 0.76

Note: F-value in ANOVA between education levels. NS: Not significant at the 5% level (p < .05).
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Figure 3. Mean Satisfaction Levels of MSME Borrowers Across Education Levels for
Various Determinants of Pre-stage Loan Sanction by PSBs in Odisha.

The data in Table 6 and Figure 4 show that MSME borrowers with higher
credit limits (>3100 lakh) reported marginally higher satisfaction (mean = 3.39)
than those with lower credit limits (< 320 lakh; mean = 3.27). However, as
indicated by the non-significant F-values (p > .05) across all determinants, these
variations are not statistically significant. Thus, /,is rejected. This consistency
implies that PSBs maintain a relatively standardised approach to MSME clients,
irrespective of the size of the sanctioned loan. Larger loan seekers do not neces-
sarily receive superior service quality, as this is often reflected in a uniform
credit evaluation system. Narayan and Singh (2024) observed similar results,
suggesting that digital underwriting frameworks have reduced preferential
treatment based on loan size. Moreover, Mishra et al. (2022) highlighted that the
RBI’s standardisation guidelines for MSME lending have reduced procedural
asymmetry between small and large credit applicants.

The statistical findings collectively indicate that demographic and financial
differences among MSME borrowers, including age, education and credit limit,
do not significantly influence satisfaction levels with pre-sanction loan processes
in Odisha’s PSBs. This may reflect the banks’ adoption of uniform evaluation
systems, online application portals, and rule-based verification frameworks
that ensure consistency in service delivery. This result aligns with recent
studies that emphasise process uniformity and procedural transparency as key
achievements of financial reforms. Kaur and Sharma (2023) and Gupta (2022)
noted that digitisation and MSME-focused lending schemes have improved
borrowers’ experiences by minimising subjectivity and bureaucratic discretion.
Furthermore, Behera and Panda (2023) observed that satisfaction with MSME
credit services is now more influenced by institutional performance (e.g., timeli-
ness and communication efficiency) than by borrower demographics. From
a policy standpoint, the findings underscore the need for further qualitative
exploration of factors beyond demographics, such as staff responsiveness,
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Table 6. Mean, SD and F-values of Satisfaction Levels of MSME Borrowers across Credit
Limits for Various Determinants of Pre-stage Loan Sanction by PSBs in Odisha.

Credit Limits ) N Mean sD F-value
Timeliness <20 lakh 116 2.26 0.78 1.617Ns
20-100 lakh 57 2.51 0.89
>100 lakh 33 2.37 0.6l
Total 206 2.34 0.76
Process <20 lakh 116 2.29 0.58 1.543Ns
20-100 lakh 57 2.32 0.64
>100 lakh 33 2.21 0.62
Total 206 2.29 0.6l
Services <20 lakh 116 2.64 0.71 1.932Ns
20-100 lakh 57 2.76 0.79
>100 lakh 33 2.89 0.51
Total 206 2.71 0.67
Reliability <20 lakh 116 4.58 0.81 1.944Ns
20-100 lakh 57 4,66 0.89
>100 lakh 33 4.72 0.94
Total 206 4.62 0.88
Charges <20 lakh 16 4.57 091 1.464NS
20-100 lakh 57 471 0.93
>100 lakh 33 474 0.84
Total 206 4.64 0.89
Overall <20 lakh 116 3.27 0.76 2.460Ns
satisfaction 20-100 lakh 57 3.39 0.83
>100 lakh 33 3.39 0.70
Total 206 3.32 0.76

Note: F-value in ANOVA Between Credit Limits. NS: Not significant at the 5% level (p < .05).

@ Below 20 Lakh @20 - 100 Lakh

@ Above 100 Lakh

Mean Score

Timeliness Process Services Reliability Charges Overall

Determinants of Loan Sanction

Figure 4. Mean Satisfaction Levels of MSME Borrowers Across Credit Limits for Various
Determinants of Pre-stage Loan Sanction by PSBs in Odisha.
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documentation clarity and post-sanction follow-up, that may influence borrower
satisfaction. The non-significance across all hypotheses underscores that proce-
dural equality has largely been achieved in the pre-sanction phase, reflecting
commendable progress in public sector banking reforms in Odisha.

Conclusions

The study’s findings indicate that PSBs in Odisha have achieved a high level of
procedural uniformity in the pre-sanction phase of MSME loan processing.
Borrowers’ satisfaction levels do not differ significantly by age, education or
credit size, suggesting that banks follow standardised systems that treat all appli-
cants similarly. This reflects consistent application of policies, digital frameworks
and rule-based assessment methods that minimise personal bias and demographic
influence. The results further imply that reforms in digital lending, such as online
application portals and automated evaluation tools, have enhanced procedural
transparency and fairness. Borrowers from diverse backgrounds experience
comparable levels of satisfaction, indicating the successful implementation of
inclusive and efficient lending practices. Although demographic variables do not
have a significant effect on satisfaction, this uniformity highlights the maturity of
operational processes in PSBs. It also suggests that borrowers’ satisfaction is now
shaped more by the quality of institutional performance, such as timeliness,
communication and clarity of documentation, than by personal characteristics.
From a policy and managerial perspective, the study underscores that the next
stage of improvement should focus on service delivery dimensions rather than
demographic targeting. Strengthening staff responsiveness, improving documen-
tation clarity and ensuring proactive communication could further elevate MSME
satisfaction. Overall, the research concludes that Odisha’s PSBs have established
equitable and standardised pre-sanction loan processes, reflecting meaningful
progress in MSME-oriented banking reforms.

Policy Implications

*  Promote Uniform Service Delivery: The absence of significant differences
across age, education and loan size suggests that banks have achieved a
commendable degree of procedural uniformity. Policymakers should ensure
this consistency is institutionalised through continued standardisation of
pre-sanction procedures.

*  Enhance Qualitative Aspects of Service: Since demographic factors do not
significantly influence satisfaction, attention should shift towards
qualitative dimensions, such as staff behaviour, communication clarity
and response timeliness, to enhance the overall borrower experience.

o Strengthen Digital Banking Infrastructure: The results reflect the success
of digitised systems in ensuring equality. Expanding digital loan processing
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platforms and enhancing user interfaces can maintain uniformity while
minimising human error and discretionary delays.

*  Institutionalise Transparency Frameworks: Uniform satisfaction levels
highlight the value of transparency. Stakeholders should prioritise
continuous monitoring of disclosure norms, clarity in loan documentation
and borrower awareness initiatives to sustain borrower trust.

*  Encourage Capacity Building for Bank Personnel: With demographic
factors no longer a barrier, training programmes should focus on improving
staff responsiveness, customer interaction and service empathy to enhance
satisfaction beyond process efficiency.

*  Develop Feedback-driven Evaluation Systems: Policy frameworks should
introduce structured feedback mechanisms for MSME borrowers, enabling
banks to identify emerging service gaps that are not captured through
quantitative indicators.

»  Integrate Post-sanction Follow-up Policies: Uniform pre-sanction
satisfaction suggests the next policy focus should shift to post-sanction
monitoring, repayment guidance and grievance resolution to ensure
end-to-end service satisfaction.

*  Support Inclusive Access Policies: As smaller borrowers report comparable
satisfaction levels, maintaining inclusive access to affordable credit must
remain central to MSME development strategies, ensuring no procedural
bias based on enterprise scale.

*  Encourage State-level Coordination: State financial authorities should
collaborate with PSBs to ensure a continuous assessment of loan process
reforms and integrate insights from MSME borrowers into ongoing policy
adjustments.

*  Advanced Research-linked Policy Evaluation: The lack of significant
demographic effects invites more nuanced policy research into institutional
and behavioural variables that shape satisfaction, encouraging evidence-
based reform design.

In summary, the statistical uniformity in satisfaction outcomes underscores
that Odisha’s PSBs have successfully minimised demographic disparities in
loan sanctioning. Future policies should shift from standardisation towards
service enhancement, focusing on responsiveness, effective communication and
continuous improvement mechanisms.
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