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Abstract: With the rise of digital transformation in India's financial sector, loan processing has undergone
substantial changes, especially within non-banking financial companies (NBFCs). This research examines
how customers perceive and evaluate the digital loan services offered by Cholamandalam Investment and
Finance Company Limited (Chola), a prominent NBFC in India. The study focuses on understanding the
customer experience throughout the digital loan lifecycle—from application to disbursal and repayment—and
evaluates satisfaction across factors such as usability, transparency, processing time, service quality, and trust.

Using a mixed-methodology, the study combines customer survey data, statistics on digital usage, public
grievance reports, and anecdotal feedback from actual users. Results indicate that while digital tools have
streamlined the loan process and improved efficiency, recurring issues such as undisclosed charges,
inconsistent service delivery, and agent-related complaints continue to affect user satisfaction. Nonetheless,
Chola maintains strong customer loyalty and high retention, suggesting a positive brand reputation despite
service gaps.

The findings highlight that technological efficiency alone does not guarantee customer satisfaction—
transparency, effective communication, and responsive support systems are equally critical. The paper
concludes with strategic recommendations to enhance the digital customer experience, including stronger
disclosure practices, improved agent training, and customer education efforts. These insights aim to inform
broader improvements in digital lending practices across the NBFC sector.

Keywords: Digital lending, customer experience, Cholamandalam Finance, NBFCs, service quality,
transparency, user trust, financial technology

1. Introduction
1.1 Background and Context

The financial services industry is undergoing a digital revolution, fundamentally altering how loans are
processed and delivered. In the lending sector, innovations such as artificial intelligence (Al), machine
learning (ML), cloud computing, and robotic process automation (RPA) are being widely adopted to automate
and optimize various stages of loan origination and servicing. These technological advancements have
drastically reduced the time and effort required for customers to access credit, driving a shift in expectations
toward faster, simpler, and more transparent services.

India’s growing digital infrastructure and smartphone penetration have created a strong foundation for digital

lending, especially among populations that have limited access to traditional banking services. In this

environment, Non-Banking Financial Companies (NBFCs) have emerged as critical players, offering loans to
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underserved communities and small businesses. Unlike conventional banks, NBFCs are more agile, adaptable
to local market conditions, and capable of deploying technology at scale to bridge credit gaps in semi-urban
and rural areas.

1.2 Company Profile: Cholamandalam Finance

Cholamandalam Investment and Finance Company Limited (Chola), a flagship entity of the Murugappa
Group, is one of India’s most prominent NBFCs. Established in 1978, Chola has expanded its presence across
the country and diversified its financial offerings to include vehicle loans, home equity financing, personal
loans, and business credit. With over 1,300 branches and a rapidly expanding customer base, the company has
positioned itself as a leading provider of financial services in India’s tier II and tier III cities.

In recent years, Chola has made substantial investments in digital infrastructure. It has introduced online loan
applications, paperless documentation, Al-based credit evaluation, and mobile apps for customer servicing.
These efforts are designed to reduce processing time, enhance convenience, and improve operational
efficiency while expanding its customer reach.

1.3 Problem Statement

While digitization has transformed lending operations, customer satisfaction depends not just on speed and
convenience, but also on how clearly and consistently the services are delivered. Common concerns in digital
lending include lack of transparency, hidden charges, ineffective communication, poor grievance handling,
and data privacy issues. Customers who are unfamiliar with digital platforms or lack financial literacy may
also struggle to navigate automated systems or resolve complaints effectively.

Chola’s transition to digital loan processing has undoubtedly improved many operational metrics. However,
there are indications—such as online reviews, customer complaints, and consumer forums—that some
customers face recurring issues like unclear fee structures, processing delays, and misleading information
from sales agents. Understanding how customers experience these digital services is essential for improving
satisfaction and maintaining trust.

1.4 Purpose of the Study

This research aims to explore customer experiences with Chola’s digital loan services and to evaluate how
these digital interactions influence overall satisfaction. The goal is to understand whether the company's
digital platforms meet customer expectations regarding usability, responsiveness, and transparency, and to
identify any existing service gaps that need to be addressed.

As NBFCs continue to compete in a digital-first market, insights into customer perception can offer a valuable
lens through which companies can assess their performance and tailor services for better user outcomes. This
study seeks to fill that gap by providing a comprehensive assessment of Chola’s digital loan ecosystem from
the customer’s point of view.
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1.5 Research Objectives
The study is guided by the following objectives:

To explore how customers view the clarity and fairness of Chola’s digital loan processes.

To assess the usability and functionality of the company's digital platforms.

To measure satisfaction across different stages of the digital loan journey—application,
pproval, disbursement, and repayment.

To identify key pain points, complaints, and recurring issues raised by customers.

To propose practical strategies to enhance digital service quality and customer trust.

RS wwdE

1.6 Scope of the Study

The focus of this research is limited to digital loan processing services offered by Cholamandalam Finance in
India, particularly in the context of personal, vehicle, and small business loans accessed through online and
mobile platforms. It draws from multiple sources—including survey responses, public grievance data, and
customer feedback—offering a well-rounded view of the customer experience in a digital environment.

1.7 Significance of the Study

This study contributes to a deeper understanding of how digital lending practices affect customer satisfaction
in the NBFC sector. While much attention is given to the operational and technological side of digital
transformation, this research emphasizes the human experience—how real users engage with and respond to
these systems. The findings are not only relevant to Chola but also hold implications for other NBFCs and
digital lenders aiming to improve customer trust, retention, and service excellence.

2. Literature Review
2.1 Introduction to Digital Loan Processing

Digital loan processing is the use of online platforms and automated technologies to handle the complete
lifecycle of a loan—from customer onboarding and KYC verification to credit assessment, disbursement, and
repayment. This transformation allows financial institutions to streamline operations, cut costs, and offer a
seamless experience to borrowers. Globally, digital lending is a key pillar of FinTech innovation, and in India,
it plays a critical role in improving credit access, especially in underserved and geographically dispersed
regions.

Research by Bansal and Jain (2021) highlights that digital lending is reshaping customer engagement in
NBFCs by offering faster services and greater convenience. However, the study also emphasizes that
customer trust, perceived risk, and digital literacy significantly affect adoption and satisfaction levels.

2.2 Customer Perception in Financial Services

Customer perception refers to how clients interpret and form judgments about a company’s services, based on
their experiences, expectations, and the brand’s communication. In digital lending, perception is shaped not
only by the tangible outcomes (like loan disbursal time) but also by intangible elements such as perceived
fairness, security, responsiveness, and service quality.

A study by Parasuraman, Zeithaml, and Berry (1985) introduced the SERVQUAL model, which remains a
foundational framework for assessing service quality based on five key dimensions: tangibles, reliability,
responsiveness, assurance, and empathy. In digital financial services, these dimensions are still applicable but
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are often translated into platform usability, customer support responsiveness, perceived data security, and
brand transparency.

Digital platforms must ensure that the interface is intuitive and that communication is clear and proactive.
Mishandled queries, lack of real-time support, or confusing terms can severely damage customer perception
even if the backend systems are efficient.

2.3 Determinants of Customer Satisfaction in Digital Lending

Customer satisfaction in digital loan processing is influenced by multiple factors. Several empirical studies
identify the following as critical determinants:

. Transparency: Customers value clear information about interest rates, processing fees,
repayment schedules, and penalties. Hidden charges or complex terms are often cited as causes of
dissatisfaction (Sharma & Bhatnagar, 2022).

. Ease of Use: If users find a digital platform difficult to navigate, they may abandon the loan
process midway. A simplified user interface and multilingual support can significantly improve
satisfaction, especially in rural and semi-urban settings.

. Turnaround Time: A major benefit of digital lending is speed. Studies show that faster
approval and disbursal times correlate positively with customer satisfaction (Rao & Kapoor, 2020).
. Customer Service Support: The availability of responsive and helpful support—especially in

resolving disputes or clarifying terms—is essential. Without human support, digital platforms risk
alienating users during critical steps.

. Trust and Security: Concerns about misuse of personal information or fraudulent activity can
deter customers. A transparent and secure platform builds trust, which is vital in financial transactions.
. Consistency Across Channels: Research suggests that inconsistency between what is promised

digitally and what is delivered on-ground (e.g., by field agents or branch offices) is a major source of
customer frustration (Sen & Dubey, 2021).

2.4 Gaps in Existing Literature

Although there is extensive research on digital banking and mobile financial services, relatively less attention
has been given to NBFCs, especially in the Indian context. Most studies focus on banks or global FinTech
firms, overlooking the unique challenges that Indian NBFCs face—such as hybrid service models, field agent
involvement, and customer segments with low digital literacy.

Additionally, there is limited work that combines customer perception with post-loan servicing issues such as
grievance redressal, follow-up mechanisms, and agent accountability—key aspects in the Indian lending
environment.

2.5 Conceptual Framework for the Study

Based on the reviewed literature, this study proposes a conceptual framework that connects digital service
components with customer satisfaction. The framework integrates five key constructs:

1. Perceived Transparency — Clarity in communication, fee structure, and contract terms.

2. Usability and Accessibility — Ease of navigation, language options, and mobile responsiveness.
3. Service Delivery Efficiency — Processing time, accuracy, and responsiveness during key
stages.

4. Trust and Compliance — Ethical conduct of agents, data protection, and consistent experiences
across channels.

IJEDR2503070 | International Journal of Engineering Development and Research (www.ijedr.org) 702



http://www.ijedr.org/

ISSN: 2321-9939 | ©IJEDR 2025 July 2025, Volume 13, Issue 3 | www.ijedr.org

5. Customer Support and Feedback — Availability of resolution mechanisms, real-time help, and
follow-up.

These constructs will be used to evaluate how customers experience digital loan processing at
Cholamandalam Finance and how these experiences influence their overall satisfaction and trust in the
institution.

3. Methodology
3.1 Research Design

This study adopts a case study approach to explore customer perception and satisfaction with digital loan
processing at Cholamandalam Investment and Finance Company Limited (Chola). The case study method is
appropriate for an in-depth investigation of a specific institution where real-world issues—such as customer
behavior, grievances, and service outcomes—can be closely examined within a natural context. Given the
complexity of digital transformation in NBFCs and the variety of customer experiences, a case-based design
provides the flexibility to combine quantitative and qualitative insights.

3.2 Research Approach and Rationale

A mixed-methods approach was chosen to allow a more comprehensive understanding of the research
problem. This approach combines:

. Quantitative analysis to measure trends, levels of satisfaction, and the frequency of specific
issues using structured data sources.
. Qualitative analysis to interpret the subjective experiences, complaints, and emotional

responses of customers, which are not easily captured through numbers alone.

This triangulation ensures greater validity and provides a nuanced picture of how digital loan services at
Chola are perceived and experienced by end users.

3.3 Data Sources
To support this investigation, both primary and secondary data sources were utilized:
A. Primary Data

. Customer Survey: A structured survey was administered to a sample of Chola customers who
had recently availed of loans through digital platforms. The survey included Likert-scale questions on
aspects like ease of use, communication quality, transparency, agent conduct, grievance resolution,
and overall satisfaction.

. Informal Interviews: Short, semi-structured interviews were conducted with select customers
and front-line service representatives to understand behavioral patterns, support experiences, and
recurring service challenges.

B. Secondary Data

. Digital Platform Analytics: Publicly available performance metrics (e.g., app ratings, download
statistics, digital usage growth) were reviewed to assess digital adoption.
. Customer Grievance Portals: Complaints filed by Chola customers on platforms such as the

National Consumer Helpline (consumerhelpline.gov.in), MouthShut.com, and Google Reviews were
analyzed to identify recurring service delivery issues.
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. Internal Reports and Market Studies: Industry reports, NBFC market analyses, and Chola’s
own disclosures (e.g., annual reports, press releases) provided additional context for service design and
transformation.

3.4 Sampling Technique and Size

The survey utilized purposive sampling, targeting individuals who had interacted with Chola’s digital
platforms within the last 12 months. The sampling frame was designed to ensure representation across product
categories (vehicle finance, home equity, SME loans) and geographies (urban, semi-urban, and rural areas). In
total:

. Survey Sample Size: 150 respondents (approx.)
. Interview Participants: 10 customers + 3 Chola service executives

This sample size was considered adequate to identify dominant themes and trends while ensuring manageable
data collection.

3.5 Data Collection Tools
. Survey Instrument: A pre-tested Google Form with multiple-choice, rating-scale, and open-

ended questions was circulated via email and WhatsApp. It collected demographic data and insights on
specific digital service features.

. Interview Guide: A flexible script of open-ended prompts was used for interviews, allowing
participants to elaborate on their experiences and concerns.
. Grievance Coding Sheet: A spreadsheet was used to manually code and categorize customer

complaints from public forums into thematic areas (e.g., delay, hidden charges, mis-selling).

3.6 Data Analysis Techniques

. Quantitative data from surveys was analyzed using descriptive statistics—percentages,
averages, and frequency distribution—to summarize customer satisfaction levels and issue prevalence.
. Qualitative data, including interview transcripts and complaint narratives, were analyzed

through thematic analysis. Recurring words, phrases, and story patterns were grouped to identify
underlying sentiments and systemic service gaps.

3.7 Limitations of the Study

While the mixed-method approach enhances reliability, the study is not without limitations:

1. Sample Size Constraints: The limited number of survey participants restricts generalizability to
the entire Chola customer base.

2. Response Bias: Customers who chose to participate may have stronger (positive or negative)
opinions than the average user.

3. Access to Internal Data: Confidential company data, such as exact complaint resolution
timelines or loan approval algorithms, was not available.

4. Subjectivity in Interpretation: While care was taken to code data objectively, qualitative

interpretations may still carry researcher bias.

Despite these limitations, the study offers rich, actionable insights that are contextually grounded and relevant
to both Chola and the broader NBFC ecosystem.
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4. Findings
4.1 Perceived Transparency and Disclosure of Charges

One of the most common concerns reported by customers was a lack of full transparency regarding processing
fees, insurance costs, and pre-closure penalties. While Chola’s digital platforms provide some fee details at
the application stage, several users stated that hidden costs were either poorly communicated or only
discovered later during disbursement or repayment.

. Over 40% of surveyed respondents indicated they felt the loan fee structure was not fully
transparent.

. Complaints on the National Consumer Helpline and MouthShut.com echoed similar issues,
citing unclear deductions and bundled charges not explicitly approved by customers.

. Some customers claimed that third-party agents included optional services like insurance
without their consent, reducing the net disbursal amount.

This gap in transparency has significantly affected customer trust, especially among first-time digital
borrowers unfamiliar with financial jargon or documentation.

4.2 Ease of Use and Platform Navigation
Chola’s digital platforms—including its mobile app and web portal—received generally positive feedback in

terms of design and accessibility. Many customers appreciated the simplicity of uploading documents, real-
time status updates, and multilingual interfaces.

. Around 65% of users found the application and document upload process easy to follow.

. However, rural and older users reported challenges with navigation, citing lack of digital
literacy, unclear language in terms and conditions, and absence of in-app guidance.

. Several participants suggested that voice support or chatbot-based help could be added to make

the interface more inclusive and responsive.

In short, while Chola’s digital design is functional for most users, there is room to improve accessibility for
those less comfortable with mobile technologies.

4.3 Turnaround Time and Process Efficiency

A key benefit of digital lending is faster loan approval and disbursal. In Chola’s case, this benefit was evident
for most salaried and urban customers, but less consistent for self-employed or rural applicants.

. About 58% of survey respondents reported that they received their loan within 48 hours,
indicating strong backend automation for credit-worthy profiles.

. However, 22% experienced delays, often due to additional verification steps or document
mismatches.

. In interviews, customers expressed frustration with frequent follow-ups and lack of real-time
communication during processing delays.

This suggests that while digital processing is operationally efficient, its effectiveness varies across customer
types—highlighting a need for better segmentation and workflow optimization.
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4.4 Communication, Customer Support, and Follow-Up

A critical component of customer satisfaction is proactive and effective communication—especially when
customers face issues or delays. Here, customer feedback about Chola was mixed.

. Many users appreciated SMS alerts, email updates, and application tracking features, which
kept them informed during normal processing.

. However, during exceptions (e.g., rejections, delays, disputes), customers reported poor
coordination between digital channels, branches, and call centers.

. Common complaints included repetitive documentation requests, unresponsive helplines, and
difficulty speaking to a human agent.

This inconsistency has led to confusion and frustration, particularly among customers unfamiliar with
escalation procedures. Grievances filed on external platforms often cited poor resolution and delayed
callbacks as key service gaps.

4.5 Trust, Agent Conduct, and Mis-Selling Concerns
Trust is a critical factor in financial services, especially when loans involve long-term repayment and sensitive

financial data. While Chola enjoys a strong brand reputation, some service-related practices have impacted
customer trust.

. Several users reported that third-party agents misrepresented loan features, promised
unapproved discounts, or failed to disclose bundled products like insurance.
. Complaints of over-commitment and under-delivery were particularly frequent in cases where

the customer dealt with field agents or partner DSAs (Direct Selling Agents), rather than directly
through the digital platform.

. Despite this, 72% of respondents said they would consider using Chola’s digital services again,
suggesting that overall trust in the brand remains strong, albeit strained in certain customer segments.

This finding emphasizes the gap between digital expectations and physical execution, especially where human
intermediaries are still involved in the digital loan process.

5. Discussion
5.1 Balancing Technological Efficiency with Human Expectations

The study reveals that while Cholamandalam Finance has made significant strides in digital automation,
particularly in loan application and approval workflows, customer satisfaction is still heavily influenced by
personal interaction and communication quality. This observation supports prior research (e.g., Parasuraman
et al., 1985; Rao & Kapoor, 2020) which suggests that in service-oriented industries like finance, digital
convenience must be complemented by responsive and empathetic support systems.

Chola’s fast approval times and intuitive app interfaces appeal to digitally savvy customers. However, the
experience becomes uneven when the process deviates from the standard flow—such as during verification
delays, technical issues, or disputes. At these moments, the absence of timely human support or effective
follow-up mechanisms becomes a key source of dissatisfaction.

This highlights a persistent “digital service gap”, where automation delivers efficiency but fails to meet
emotional or exception-based needs. Bridging this gap is essential for maintaining trust and long-term loyalty
in digital lending.
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5.2 Transparency as a Cornerstone of Customer Trust

One of the most consistent themes across survey data and public complaints is the issue of fee transparency.
Many customers felt that charges such as processing fees, insurance costs, and penalties were either not
clearly communicated or were introduced late in the loan process. This reinforces Sharma & Bhatnagar’s
(2022) assertion that perceived fairness and upfront disclosure are non-negotiable elements of customer trust
in digital finance.

Moreover, hidden charges — whether due to poor communication, agent oversight, or systemic design
flaws—can significantly damage a customer’s perception of fairness, even if the core product is competitively
priced. When customers feel misled, they are more likely to abandon future transactions, file complaints, or
publicly question the lender’s credibility.

This suggests that clarity, consistency, and documentation at the very first point of digital contact (e.g., loan
calculator or terms page) play a critical role in shaping how customers perceive the entire lending experience.

5.3 Role of Agent Behavior in a Digital Framework

Interestingly, while Chola positions itself as a digitally forward institution, many customers still engage with
field agents or DSAs (Direct Selling Agents) during the loan process—particularly in rural or semi-urban
areas. This hybrid model, though effective in extending reach, introduces risks of information asymmetry,
mis-selling, and inconsistent customer experiences.

The study found several cases where DSAs made verbal commitments that were not honored post-disbursal,
or failed to adequately explain bundled products like insurance. These findings are consistent with Sen &
Dubey (2021), who argue that customer satisfaction in digital channels is heavily influenced by offline agents
when both systems operate in parallel.

Therefore, even in a digital context, customer trust depends on aligning physical and digital touchpoints,
ensuring that agents operate within the same standards of transparency and accountability as the company’s
online systems.

5.4 Customer Segmentation and Experience Design
Another key insight is the variation in satisfaction based on customer profile. Urban and salaried individuals
reported smoother digital journeys, while rural, self-employed, or first-time borrowers encountered more

challenges. These included navigation issues, verification delays, and difficulty understanding loan terms.

This supports the need for customer segmentation in digital design, where platforms can offer tailored
experiences based on the user’s background, digital literacy level, or product type. For example:

. First-time borrowers may benefit from guided loan flows with pop-up explanations.
. Rural users might prefer regional language interfaces or assisted digital onboarding.
. Self-employed applicants may require custom document checklists to avoid rejections.

Without these personalized design elements, a one-size-fits-all platform risks alienating critical customer
segments.
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5.5 Digital Adoption vs. Digital Satisfaction

The study also uncovers a gap between adoption and satisfaction. While many customers willingly use digital
platforms—driven by convenience, faster approvals, or agent recommendations—their overall satisfaction
often lags due to unmet expectations, unclear terms, or unresolved grievances.

This confirms the view that digital adoption does not guarantee customer satisfaction. As Bansal & Jain
(2021) emphasize, true satisfaction arises when the digital service not only works but also feels trustworthy,
accessible, and well-supported.

Chola’s relatively high repeat usage rate suggests that its brand carries goodwill. However, maintaining and
growing this loyalty requires continuous improvement of digital experiences—not just in terms of
functionality, but also fairness, empathy, and communication quality.

5.6 Implications for the NBFC Sector

Although this study focuses on Cholamandalam Finance, the insights have broader implications for the NBFC
industry in India:

. Digital lending is no longer optional; it is now central to customer acquisition and retention.

. Trust-building features—such as transparent pricing, real-time status updates, and accessible
customer support—must be integrated at every digital touchpoint.

. Agent networks should be digitally trained and tightly monitored to prevent reputational
damage.

. Service models must be inclusive, especially considering the diverse needs of semi-urban and

rural borrowers who may lack familiarity with digital tools.

NBFCs must recognize that customer experience is now a key differentiator, and digital transformation should
prioritize not only operational goals but also customer-centric design and communication.

6. Recommendations

Based on the research findings and thematic analysis, several strategic and operational recommendations can
be made to improve customer perception and satisfaction with digital loan processing at Cholamandalam
Finance. These recommendations aim to enhance user experience, reduce service-related grievances, and
build long-term trust in a digital-first environment. While the suggestions are tailored for Chola, they also
have broader applicability across the Indian NBFC sector.

6.1 Strengthen Transparency and Pre-Disbursal Communication

One of the most pressing issues identified was a lack of clear communication regarding loan charges, bundled
services, and deductions. To address this:

. Introduce a detailed fee breakdown page at the pre-approval stage, with clear explanations of
every cost—processing fee, insurance premium, documentation charges, and penalties.

. Implement "smart disclosures"—interactive pop-ups or tooltips in local languages that explain
financial terms in plain language.

. Digitally mandate customer consent for any optional add-ons (e.g., insurance), ensuring that
they can decline these without affecting loan approval.

Improving transparency will reduce complaints, build credibility, and help customers feel more informed and
in control of their financial decisions.
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6.2 Invest in Digital Literacy and Customer Onboarding Support

A significant portion of users, particularly in rural and semi-urban regions, face challenges with platform
navigation and understanding the loan process. Chola should:

. Develop interactive onboarding tutorials within the app to guide users through the application
process, especially first-time borrowers.

. Provide multilingual support and culturally adapted content to cater to diverse linguistic
audiences.

. Launch financial education campaigns—via SMS, WhatsApp, or short videos—to teach
customers about loan terms, repayment structures, and digital safety.

Improving digital literacy among borrowers will increase their confidence in using the platform and reduce
dependence on field agents.

6.3 Enhance Customer Support Responsiveness and Escalation Mechanisms

While Chola’s digital processes are generally efficient, customer dissatisfaction often stems from delays in
resolving queries, especially when exceptions arise. To improve service recovery:

. Integrate Al-powered chatbots for 24/7 first-level support, capable of handling FAQs and
tracking requests.

. Create a tiered escalation model, where unresolved digital queries are automatically routed to
higher-level human support within a fixed timeframe.

. Assign dedicated digital relationship managers for complex loan types (e.g., SME loans) who
can proactively guide customers through the journey.

Improving responsiveness will ensure that customers feel supported even when the digital system cannot
handle their specific issue immediately.

6.4 Monitor and Regulate Agent Conduct in Hybrid Service Models

Although Chola positions itself as a digital NBFC, many customers still interact with agents—creating a
potential gap between digital promises and real-world service delivery. To address this:

. Introduce mandatory digital training for all DSAs and partner agents on Chola’s loan products,
compliance norms, and customer ethics.

. Require agents to use centralized digital tools for application and documentation, reducing
manual errors and miscommunication.

. Establish a compliance audit system to monitor agent behavior and collect post-service
feedback from customers, ensuring accountability.

This will help maintain consistency in the service experience and reduce cases of mis-selling or
misinformation.

6.5 Introduce Personalized and Adaptive Digital Interfaces

Customers differ in their needs, digital literacy, and loan types. Chola can improve user satisfaction by
offering adaptive interfaces that cater to these differences:

. Use data-driven segmentation to show customized content—for instance, offering assisted
navigation for first-time users or simplified workflows for rural users.

IJEDR2503070 | International Journal of Engineering Development and Research (www.ijedr.org) 709



http://www.ijedr.org/

ISSN: 2321-9939 | ©IJEDR 2025 July 2025, Volume 13, Issue 3 | www.ijedr.org

. Enable voice-based support tools or I\VVR integrations within the app for those with limited
reading proficiency.
. Provide pre-filled forms or document auto-validation features to speed up repeat applications.

By tailoring the digital experience to specific user profiles, Chola can create a more inclusive and intuitive
platform for a wider range of borrowers.

6.6 Improve Post-Loan Servicing and Engagement

Most digital platforms focus heavily on the pre-disbursal journey, but customer satisfaction also depends on
how issues are handled after the loan is disbursed. Chola should:

. Implement a digital loan dashboard that clearly displays EMI schedules, payment history, and
settlement options.

. Send automated reminders and personalized tips on repayment management to reduce defaults.
. Offer instant grievance redressal forms through the app for post-loan concerns, with tracking

numbers and resolution timelines.

Enhancing post-loan engagement not only improves satisfaction but also supports customer retention and
cross-selling opportunities.

6.7 Strengthen Feedback Loops and Data-Driven Improvements

Finally, Chola should create a more structured approach to collecting and using customer feedback to inform
digital service upgrades:

. Integrate real-time feedback options (e.g., emoji or star ratings) after every key interaction or
transaction.

. Use analytics to identify high-friction points in the customer journey—such as where users
drop off, complain, or request help.

. Conduct regular customer satisfaction surveys, segmenting responses by location, loan product,
and user profile.

A proactive feedback loop will enable continuous refinement of the digital platform and create a culture of
listening and responsiveness.

7. Conclusion

The rapid digitization of financial services in India has significantly transformed how loans are accessed,
processed, and serviced. For Non-Banking Financial Companies (NBFCs) like Cholamandalam Investment
and Finance Company Limited, the adoption of digital platforms is not merely a matter of operational
efficiency but a strategic imperative in an increasingly competitive financial landscape. This study set out to
examine how customers perceive and respond to Chola’s digital loan processing system, with particular focus
on satisfaction levels, service gaps, and trust factors.

The findings reveal a multi-dimensional picture of customer experience. On one hand, Chola has successfully
implemented several digital innovations that customers appreciate—such as user-friendly loan applications,
quick turnaround times, and accessible platforms. These efforts reflect positively on the company’s
commitment to digital transformation and customer convenience.

However, on the other hand, the study uncovers persistent service delivery issues, particularly related to fee
transparency, grievance handling, and communication breakdowns during exceptions. Customers have voiced
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concerns over hidden charges, inconsistent information from agents, and limited post-loan support—factors
that significantly impact overall satisfaction and trust, even when the digital infrastructure itself is functional.

Another key insight is the variability of satisfaction across customer segments. While urban, salaried
borrowers typically report smoother experiences, those in rural areas or with limited digital literacy often
struggle with navigation, understanding terms, or accessing reliable support. This unevenness points to a
critical need for inclusive digital design and customer segmentation in service delivery.

Furthermore, the study highlights the continued influence of human agents within Chola’s digital ecosystem.
While the platform is digital, the presence of third-party sales agents and DSAs in the customer journey
introduces inconsistencies and risks. The hybrid model, though necessary for last-mile delivery, must be better
integrated and regulated to prevent mis-selling and service confusion.

From a strategic standpoint, it becomes clear that digital transformation alone is not enough. For Chola—and
similar institutions—to truly improve customer satisfaction, there must be a balanced focus on technology,
transparency, human touchpoints, and after-service care. Trust, once eroded through poor communication or
service failure, is difficult to rebuild, especially in the financial domain.

The study concludes that while Chola is on the right path in terms of digital infrastructure, more focused
interventions are needed to align customer expectations with actual service delivery. These include clearer fee
disclosures, improved customer education, better agent accountability, and smarter feedback systems. If
addressed strategically, these improvements can help Chola not only retain existing customers but also expand
confidently into newer, digitally-driven markets.

In summary, customer perception and satisfaction in digital loan processing is not a singular metric but a
composite of speed, clarity, responsiveness, and trustworthiness. Institutions that recognize and act upon this
complexity are more likely to thrive in India’s evolving financial landscape.
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