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Finally, I'd want to express my gratitude for your thoughtful thinking and sympathetic thoughts.
Sincerely Yours,
………………….. 
Md Radikul Islam
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[bookmark: _Toc102998841]Executive Summary

The purpose of this research was to find out how credit policy and practices of Southeast bank impact loyalty of their customers. The case company was chosen as Southeast Bank. The data for this study was gathered through a survey of Southeast Bank Limited clients. The study's objectives were to define the profile of respondents in Southeast Bank Limited's Imamganj branch, to understand the relationship between credit policy and loyalty, and to understand how Southeast Bank's credit policy and practices effect customer loyalty. For these objectives, this analytical part was divided in two parts. First part that is part A, is about the demographic part that is done for knowing the customer profile. The part B was analytical part. From the analytical part, it has been observed that there is a relationship between credit policy and customer loyalty. It's also noticed that customer loyalty can be affected by the policy of a bank. Like, longer credit period, low interest rate, flexible collection policy, easy credit expansion affects the customers loyalty positively.
Keywords: Credit Policy, Respondent’s Profile, Customer Loyalty, Relationship Between Credit Policy and Loyalty. 
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[bookmark: _Toc102998842]Chapter 1
[bookmark: _Toc102998843]Introduction
In this chapter, background of the study, Problem Statements, Justification of the problem Statement, Research Aim: Significance of the study, operational terminology, Structure of the study, Objectives of the study Scope of the Study Limitations of the Study,

[bookmark: _Toc102998844]Background of the study
This report was written to meet the Internship requirement of United International University's B.B.A program. Because classroom conversation alone cannot provide a complete picture of a real-world business problem, this program provides students with an opportunity to learn about real-world situations. Theory will never be useful without real experience. As a result, the B.B.A program is structured in such a way that students can gain practical experience. South East Bank Limited has offered me the opportunity to complete my internship on How credit policy and practices of South East bank impact loyalty of their customers. 

[bookmark: _Toc102998845]Problem Statements
How credit policy and practices of South East bank impact loyalty of their customers. 
[bookmark: _Toc102998846]Justification of the problem Statement
Southeast Bank Limited is a modern banking organization with a distinct corporate culture and a welcoming work environment. They also use cutting-edge technologies to give high-quality financial services. Southeast Bank's aim is to provide quick and accurate client service, high-quality business ethics, and innovative banking at a low cost. Account opening, clearing, loan providing, export and import, and locker services are only some of the services they provide.
Southeast Bank offers a variety of loans, including time loans, term loans, consumer loans, and demand loans. The majority of consumers attempt to obtain a time loan or a Consumer Credit Scheme (CCS) loan. They take loans for a number of reasons. Some customers take out loans for personal reasons, while others take out loans to buy a car, start a business, or for any other reason. The majority of the time, customers desire a pleasant environment, superior service, and courteous behavior from staff. To obtain a loan, the customer desires a low interest rate. Customers who require a loan on a regular basis may like to obtain one swiftly. Customers frequently take out loans against their FDR. Southeast Bank does not lend to riskier industries. Customers who are unable to bring the loan with them are not eligible for a loan. Occasionally, a small number of consumers fail to repay their cash advance on time. As a result, Southeast Bank is having some difficulties promoting and persuading consumers to take out a loan. As a result, we need to know what customers think about SBL loan offerings.
So, here's the issue: How much loyal the customers are to their credit policy and practices is Undetermined. 

[bookmark: _Toc102998847]Operational Terminology
Credit Policy: A credit policy is described as a set of guidelines created by a bank's management to guide decisions on credit extension. A credit policy is a set of guidelines that sets credit and payment terms for customers and establishes a clear course of action for late payments (Budde, 2013).
Customer Satisfaction: It is a metric for how well a company's products and services meet or exceed consumer expectations. A mathematical model of customer satisfaction shows the relation among competitors' market shares, growth of the customer base, time, and customer satisfaction itself (Babich, 1992).
Customer loyalty: It is defined as the activity of a client returning to a business with the goal of transacting with the seller or owner of the products/services. Going beyond customer satisfaction means paying attention to lifetime customers, finding out what customers want, solving their problems, managing their moments of truth, rewarding them, and encouraging involvement from both customers and frontline employees (Struebing, 1996)

[bookmark: _Toc102998848]Research Aim:
The aim of the research is to figure out How credit policy and practices of South East bank impact loyalty of their customers.

[bookmark: _Toc102998849]Significance of the study:
Many academicians have accepted the significance of loyalty in service industries and its potential impact on the development of the sustainable competitive edge for the service firms (AK Rai, Customer loyalty attributes: A perspective, 2012). By understanding the loyalty level of the customers, a banking sector can understand their position in the market. If the industry doesn’t know about how loyal the customer is to their service, then it will be difficult for the industry to survive for the long run. if they know that the customers are not that much loyal to their service that time, they can implement the way in which the customers can become more loyal to their services. Like if the customers of the South East bank are not loyal about their credit policy and practices then they will have to impose some new policy and practices to them for getting the loyalty.
A loyal customer base can pay off handsomely in terms of financial rewards and new business opportunities, as acquiring a new customer can cost up to 6 times more than keeping an existing one, while profits can increase by 25% to 125 percent if potential migration is reduced by 5%, depending on the industry (AK Rai, Customer loyalty attributes: A perspective, 2012).
As in the modern competitive market loyalty has become more significance part of an industry. If you have more loyal customers, you will get more profits. Loyal customers don’t shift to other company easily. So, studying ‘How credit policy and practices of South East bank impact loyalty of their customers’ is more important.  
[bookmark: _Toc102998850]Structure of the study:
This research is divided into five main sections. These are shown in the diagram below:
[bookmark: _Toc100701394]Figure 1: Diagram of Five main sections.

[bookmark: _Toc102998851]Objectives of the study
[bookmark: _Toc102998852]Broad objectives
The research's broad objective is to learn more about ‘the loyalty of customers about South East Bank Loan offerings.
[bookmark: _Toc102998853]Specific Objectives
The study's specific objectives are as follows:
· Find out how loyal SEBL's customers are.
· Look into the types of loans they've taken out.
· Find out why you're taking out a loan.
· Find out how satisfied they are with the SEBL loan program.
· Find out why you're taking out a SEBL loan.



[bookmark: _Toc102998854]Scope of the Study
The research is mainly concerned on “how credit policies and practices of south East bank impact their client loyalty”. The research has various aspects and covers a broad variety of topics. The research is restricted to the Southeast Bank branch in Imamganj. Due to an enormous workload, the data required for proper analysis for report writing could not be collected. Those that borrow money through SEBL will be the source of information for the study. I need the opinions of all types of persons who take loans from SEBL Imamganj branch since I need to quantify some specific phenomena. However, due to time limits and other factors, it is not possible to obtain the opinions of all Southeast Bank clients. So, during my three-month internship, I gather information from those sources when consumers come to take out loans.

[bookmark: _Toc102998855]Limitations of the Study
When I was performing my research at the time, there were certain response biases and administrative errors. And I had done everything I could to prevent making this mistake. There are certain flaws in this study that need to be addressed. The below are among the limitations:
· The first constraint was time, as the program was just three months long.
· Another significant roadblock encountered throughout the study's execution was data confidentiality.
· The banks were not willing to share information about their service performance and policies.
· It is impossible to obtain all information about the organization's actions by working in a branch.
· Another disadvantage is the lack of more realistic and current data.
· Due to inexperience, the study did not turn out well.



[bookmark: _Toc102998856]Chapter 2
[bookmark: _Toc102998857]Literature Review 

[bookmark: _Toc102998858]Theories of Credit Policy:
Credit policy refers to the policies created by a company's management to govern choices on credit extension, collection of receivables from customers or clients, and monitoring and regulating outstanding debt. A credit policy outlines the amount of credit given to consumers as well as how late debts will be collected. A credit policy outlines the amount of credit given to consumers as well as how late bills will be collected (David de Meza, 2001).
Credit policy refers to a company's technique of reviewing credit requests and the criteria it uses to accept or reject loan applications. This means that the goal of the strategy is to improve repayments by avoiding bigger default risks from the beginning (Edmiston, 2003). Credit is also a way of analyzing credit payback by avoiding individuals who borrow with a high degree of risk based on the policies and procedures in place. Credit policies are also standards or frameworks that a business develops to follow while giving credit to its clients, borrowers, and others.
[bookmark: _Toc102998859]A good credit policy element:
Credit policy also refers to a set of three decision variables, which include standards, credit terms, and credit collection policies.
[bookmark: _Toc102998860]Credit standards:
A credit standard is a method through which financial institutions determine a customer's credit worthiness (Ruckes, 2004). It entails evaluating the consumer to detect potential hazards in lending as well as the client's ability to repay the loan amount.
To evaluate the risk of loan default, financial managers should conduct a loan evaluation, which entails reviewing information about the applicant and approving or declining the loan application based on the findings. To have an effective management policy, the company must have well-defined standards to limit the risk of loan defaulters. Character, condition, capital, and collateral are all factors taken into account while determining credit standards for an applicant.

Capacity: The term "capacity" refers to a customer's ability to repay a loan that has been given to them (Wang, 2001). The customer's ability to pay can be determined by examining their capital assets, which they may present as collateral security. The proper loan quantity is determined by the loan's purpose and the client's ability to repay the loan. When calculating a potential client's debt capacity, take into account their cash flows as well as any other claims that may arise before the loan is repaid. A thorough examination of the customer's past, present, and future financial statements is required.
Character: The possibility of a borrower repaying his debt is determined by his character. This criterion refers to the likelihood that the client will endeavor to fulfill his obligations. Past documents and personal interviews can be used to establish and evaluate the borrower's character.
Conditions: External factors that may affect a borrower's repayment are referred to as conditions. The broad economic trends of the firm or specific changes in a specific section of the economy that may affect the customer's capacity to satisfy his obligations are referred to as loan conditions (Dirk Hackbarth, 2006).
Capital: The term "capital" usually refers to a borrower's financial investment in the project for which a loan is sought (whalley, 1991). The quantity of the borrower's investments, liquidity, and solvency are all referred to as capital. The general condition of the company, as evidenced by financial accounts, cash flows, and working capital statements, is used to determine the liquidity situation. Special attention should be paid to a thorough examination of the company's market and earnings potential, as these factors have a significant impact on a borrower's ability to repay.
Collateral: Collateral is the security that a customer must deposit with the bank as a condition of receiving credit. Collateral assets should be secure and easily transferable. However, security should be a secondary concern rather than a main one.

[bookmark: _Toc102998861]Credit terms:
Credit terms are conditions that define the length of the credit repayment period and the borrowers' payment terms. Credit terms include the credit period, loan amount, and interest rate, all of which must be weighed in terms of incremental profit or loss.
Credit period: The credit period is just a time frame offered to the borrower during which the principal and interest charges must be paid (Subhash Chandra Das, 2021). The borrower will be informed of the duration, which is commonly expressed in terms of a repayment date. 
Interest Rate: The risk premium arises from the lender's inability to accurately identify which borrowers would repay on time at the time of the loan request. While the risk premium may lower the loan default rate, the shorter the repayment time, the greater the risk of squeezing out less risky applicants whose investments may not be able to bear the burden of increased interest payments, resulting in adverse selection of high-risk applicants (Schumacher, 2000).
Loan Amount: Another factor to consider is the amount of the total necessary or the amount that the bank would advance to the borrower. The amount of credit that a company can issue to consumers at any given time is referred to as the loan amount. As it is most frequently evaluated, the loan amount should be assessed against the collection expenses, collection length, and default risk over time.

[bookmark: _Toc102998862]Collection Policy:
Because not all clients pay the firm's bills at the same time, a collection policy was required. Some clients are slow to pay, while others do not pay at all. To reduce bad debt losses, collection activities should focus on accelerating collections from payers (Cline, 1991).

[bookmark: _Toc102998863]Customer Loyalty and Satisfaction: Factors to be Considered;
It is critical to understand what elements genuinely drive customer happiness in order to assess and enhance it. These are the variables that are most important to your company since they lead to increased client satisfaction and loyalty as a result of recurring purchases. As a result, these motivations dictate which characteristics should be measured and which functions or processes should be enhanced. Convenience in obtaining a company's products/services, terms and conditions tied to service consumption, product/service quality, pricing, and projected performance are all driving factors (Muzammil Hanif, 2010).
[bookmark: _Toc102998864]Customer value and appreciation:
Customer value is considered central to competitive advantage and long‐term success of business organizations (Khalifa, 2004 ). Another component that contributes to client happiness is customer value; nevertheless, you should avoid being closed-minded when it comes to your consumer base. Keep in mind that partners may also be customers. Distributors, advertising agencies, suppliers, and others with whom you deal in order to run your business will need to be handled with the same level of customer service, depending on your business type. Upsetting a supplier or distributor could have a negative impact on your sales and business. In some cases, even coworkers within your company may be viewed as consumers, especially in larger firms where many people interact to produce the final product.  
[bookmark: _Toc102998865]Customer service:
People will return due to their happiness if you provide excellent customer service. Poor customer service will make them never return and will most likely spread the word like wildfire. Excellent customer service will result in more repeat business, constant new business, and the best result (success) from existing clients. Take customer service seriously, and make sure employees who work on the front lines are adequately trained and have solid systems in place, as it has been linked to corporate success (Batt, 2017).





[bookmark: _Toc102998866]Meeting customer Expectations:
Understanding and then meeting or exceeding client expectations is critical to ensuring customer happiness. Customers are only satisfied when a business exceeds their expectations. This is true regardless of a company's product or service's inherent quality. As a result, in determining customer happiness, consumer expectations are just as essential as company performance. It’s also vital to remember that expectations aren't constant. Performance that pleases a consumer now may not satisfy that same customer in a competitive setting tomorrow. As a result, businesses must track changes in client expectations over time and modify accordingly in order to achieve those expectations (A. parasuraman, 1991).
[bookmark: _Toc102998867]Focusing on customer complaints:
Customer complaint resolution is a vital but often underestimated aspect of customer satisfaction, as problem resolution, particularly good customer complaint handling, is critical to keeping customers owing to their happiness. Most customers understand that difficulties are unavoidable, if not inevitable. However, how a company responds to those issues can mean the difference between keeping or losing a customer's business. In many circumstances, we've seen that effective problem response boosts customer happiness above and beyond what it was before the problem happened. Customers who say a company has exceeded their expectations usually credit their happiness to prompt, customer-oriented problem handling.
[bookmark: _Toc102998868]Customer Loyalty/satisfactions and Credit Policy:
It is critical for businesses to efficiently manage customer satisfaction, and in order to do so, organizations, especially financial institutions such as banks, require credit rules that are not only effective but also consumer-friendly. Customer satisfaction is currently one of the main performance factors in business, and it is frequently included in a balanced scorecard for any company. Effective credit rules improve customer satisfaction by harmonizing the connection between banks and their consumers. This implies that there is a link between bank management practices, such as having a credit line, and bank customer pleasure.

[bookmark: _Toc102998869]Chapter 3
[bookmark: _Toc102998870]Research methodology

[bookmark: _Toc102998871]Introduction:
In this report some successive methods and techniques were taken by me to conclude the report with effectively. To do this report I have collected the necessary information from multiple sources. In this report the data were taken from both primary and secondary data. 
[bookmark: _Toc102998872]Primary data: 
This type of data was being collected by making discussion with the employees of the SEBL, making questionnaires to the customers and make a survey on them. 
[bookmark: _Toc102998873]Secondary Data: 
This data was collected from the annual report of the SEBL, their website and their CRM guideline that I got personally from their employee, some of my personal contacts who have much information about their system and their different publications. 
[bookmark: _Toc102998874]Research Philosophy 
[bookmark: _Toc366232788]It is critical to comprehend philosophical topics for a variety of reasons. Most researchers utilize one of two sorts of philosophies: Positivism or Interpretivism. The following are some of these philosophies:
[bookmark: _Toc102998875]Positivism: 
Positivism is based on the philosophical position of natural scientists who work with observable reality in society to generate generalizations. Positivism focuses on the value of what is presented in general, with a stricter focus on pure data and facts that are not influenced by human interpretation and bias (Husam Helmi Alharahsheh, A Review of key paradigms: positivism VS interpretivism, 2020).  
[bookmark: _Toc102998876] Interprevitism: 
[bookmark: _Toc366232789]Interpretivism emerged as a result of a subjective critique of positivism. Interpretivism is more concerned with in-depth variables and aspects associated to a context, and it views humans as distinct from physical phenomena in that they generate wider scope in meanings, based on the assumption that human beings cannot be investigated in the same way that physical phenomena can (Husam Helmi Alharahsheh, 2020).

Difference between positivism and interprevitism: (Husam Helmi Alharahsheh, Abraham Pius - Global Academic Journal of Humanities and Social Sciences 39-432020
[bookmark: _Toc101969995]Table 1: Difference between positivism and interprevitism (Husam Helmi Alharahsheh, 2020).
	
	Positivism
	Interpretivism

	Definition
	Positivism is a social approach that states human behavior and society should be studied using scientific methodology
	Interpretivism is a sociological approach that states it is important to understand or interpret the beliefs, motives and action of individuals in order to understand social reality.

	Behavior
	Believes that human behavior is based on social norms as society shapes individuals. 
	Believes that individuals are complex and that each has different experience and view the same reality in different ways.

	Aim
	Discover the laws that govern human behavior.
	Gain an insight into individuals. Understand why people beave in certain ways.

	Methods
	Quantitative methods such as statistics, surveys, and questionnaires.
	Qualitative methods such as participant observations and unstructured interviews.




[bookmark: _Toc102998877]Justification of Positivism: 
After examining the four basic types of research philosophies, it can be said that positivist philosophy is the most fit for modern research because the objective approach is used to evaluate cause-and-effect correlations as well as value free theory testing.
[bookmark: _Toc102998878]Research Approach
This study focused on three research approaches which is Quantitative, qualitative and mixed approaches.
[bookmark: _Toc102998879]Qualitative: 
The function of theory in the field of social science and where it fits into the research framework has always been a challenge for researchers in the qualitative inquiry process (TAVALLAEI & TALIB, 2010). As a humanistic or idealistic method, qualitative research focuses on understanding a study query. People's views, experiences, attitudes, behavior, and interactions are studied using qualitative methods (Vibha Pathak, 2013). It generates data that isn't numerical.
[bookmark: _Toc102998880]Quantitative: 
Since it is based on mathematics and procedures that can be made objectively and propagated by other academics, the quantitative approach is a more dependable way (Pathak, Jena, & Kalra, 2013). Quantitative research is based on numbers and also structured research that has an artificial setting. It is also static research. Quantitative Research is a term that refers to a set of techniques for systematically investigating social issues using statistical or numerical data. As a result, quantitative research entails measurement and is predicated on the assumption that the phenomena under investigation can be measured (Watson, 2015).



Differences between qualitative and quantitative researches (Bryman, 2008): 
[bookmark: _Toc101969996]Table 2: Differences between qualitative and quantitative researches.
	Quantitative
	Qualitative

	Numbers
	Words

	Static
	Process

	Structured
	Unstructured

	Macro
	Micro

	Behavior
	Meaning

	Artificial setting
	Natural setting

	Theory testing
	Theory Emergent 



[bookmark: _Toc102998881]Mixed methods:
Integration of qualitative and quantitative methodologies is a fascinating topic that has sparked a lot of discussion (Morgan, Journal of Mixed Methods Research, 2007). Mixed methods research, which combines quantitative and qualitative methods, is becoming increasingly valued due to its potential to leverage on the strengths of both quantitative and qualitative approaches (Ulrika Östlund, 2011).

[bookmark: _Toc102998882]Rationale for this Mixed method  
This research will utilize a mixed method approach, which combines qualitative and quantitative methodologies. The qualitative technique is incorporated in the research approach since the customer behavioral process cannot be characterized solely by quantitative analysis and plugging data into equations. The quantitative technique, on the other hand, is employed for determining the relationship between the variables that influence customers' purchasing behavior.



[bookmark: _Toc102998883]Sampling frame:
A representative sample is indeed a description of the target population's elements. It is made up of a list or set of instructions for locating the target population, also known as the working population. My sampling frame consisted of all Southeast Bank clients who took out a loan at the Imamganj branch. As a result, my sampling frame was readily available to Imamganj Branch consumers.
[bookmark: _Toc102998884]Sample size:
The sample size is the number of items to include in the survey. To conduct this survey, I have used a sample size of 50 of SEBL of Imamganj Branch. As it is a commercial area of Dhaka city, the customers usually get busier all the time, it is tough to get more sample size. Somehow, I managed to get have a sample size of 50.

[bookmark: _Toc102998885]Non-Probability Sampling Methods
[bookmark: _Toc102998886]Convenience sampling:
 In this report I have used this Convenient sampling method. It is probably the easiest sampling method, as participants are selected based on availability and willingness to participate. You can get useful results, but the results are because the volunteer may be different from the one you choose (spontaneous bias) and the sample may not represent other characteristics. It tends to be a big bias. B. Age or gender. Note: Volunteer bias is a risk for all non-stochastic sampling methods.
[bookmark: _Toc102998887]Data Analysis Tool
To conduct this report, I have used Microsoft office for making the report writing and also used the Microsoft excel for the survey analysis.


[bookmark: _Toc102998888]Data Collection and Measuring Instrument
The investigation was conducted via a self-administered survey. A survey that is more adaptable noticeably condenses cheating inclinations and possibilities. The study collected data using several structured questionnaires, and the method was chosen for its versatility as well as the accuracy of the data because researchers asked the identical questions to all respondents.
In this research there were 20 Questions were asked to customers in which the demographic variable was included also included the questionnaires about the loan services and their satisfaction. There are 4 cross tabulations were included from the 20 questionnaires. 

[bookmark: _Toc102998889]Presentation of Data
I have presented this file with a soft copy in PDF format through g-mail and a hard copy also.










[bookmark: _Toc102998890]Chapter 4
[bookmark: _Toc102998891]Analysis and Discussion:
This chapter focused on the analysis of data collected and the presentation of the data in relevant figures and tables, as well as the interpretation of survey findings.
[bookmark: _Toc102998892]Demographic variable (part A):
[bookmark: _Toc102998893]Gender Of the participants: 
[bookmark: _Toc101969997]Table 3: Gender Of the participants.
	Gender

	Male
	Female

	37
	13

	74%
	26%



[bookmark: _Toc100701395]Figure 2: Gender Of the participants.

From the above pie chart, I found that 26% of the respondent were female where 74% of the respondent were male. We can understand that majority of the respondent that are male are related with the credit functions than female.

[bookmark: _Toc102998894]Age of the participants:

[bookmark: _Toc101969998]Table 4: Age of the participants.
	Age

	20-30
	30-40
	40-50
	50-60

	5
	16
	22
	7

	10%
	32%
	44%
	14%



[bookmark: _Toc100701396]Figure 3:  Age of the participants.


In the table 4 and figure 3, I showed that 5 person (10%) were 20-30 years old, 7 person (14%) were 50-60 years old that is nearest to the younger people. And 44% (22) of the people were 40-50 years old and 30% (16) people were 30-40 years old. From that research we can see that most of the respondent were 30-50 years old. 



[bookmark: _Toc102998895]Occupation of the Participants:
[bookmark: _Toc101969999]Table 5: Occupation of the Participants.
	Occupation

	Business man
	Service holder
	Housewife

	30
	16
	4

	36%
	56%
	8%



[bookmark: _Toc100701397]Figure 4: Occupation of the Participants.


From the table 5 and figure 4 I have found that people were respondent to the survey were from business sector, service holders and housewife. In the branch of Imamganj I found that 16 people were service holders that is approximately 32% where business people were 30 that is about 60% and 4 people were housewife that is about 8%. Among these we can see maximum people were from the Business sector and minimum were from the housewife. 



[bookmark: _Toc102998896]Educational background of the customers:
[bookmark: _Toc101970000]Table 6: Educational background of the customers.
	Educational Background

	Graduate 
	Non-Graduate

	16
	34

	32%
	68%



[bookmark: _Toc100701398]Figure 5: Educational background of the customers.


As Imamganj is a business area of Old Dhaka, I found that most of the participants are not graduate and few of the participants are graduate. The percentage of the Non-Graduate participants is 68 and the number is 34 people where the percentage of the Graduate participants is 32 and the number is 16 people as shown in the table no 6 and figure no 5. 




[bookmark: _Toc102998897]Monthly income of the customers:
[bookmark: _Toc101970001]Table 7:  Monthly income of the customers.
	Monthly Income

	0-15000
	15000-35000
	35000-55000
	55000-75000
	Above 75000

	0
	9
	25
	12
	4

	0%
	18%
	50%
	24%
	8%



[bookmark: _Toc100701399]Figure 6: Monthly income of the customers.


From the table 7 and figure 6, we can see that majority people have an income of 35000-55000 that is half of the total participants. 4 participants have income above 75000 that is about 8% of the total participants. The people who have got an income per month is 15000-35000 is 9 and the proportion is 18%. On the other hand, 24% (12) people got a monthly income in between 55000-75000.



[bookmark: _Toc102998898]Customer Relationship part (Part-B)
[bookmark: _Toc102998899]From which sources you have got information about SEBL loan offering?
[bookmark: _Toc101970002]Table 8: From which sources you have got information about SEBL loan offering?
	From which sources have you got information about SEBL loan
offering?

	Business People
	Friends
	Family
	others

	28(56%)
	10(20%)
	7(14%)
	5(10%)



[bookmark: _Toc100701400]Figure 7: From which sources you have got information about SEBL loan offering?

From the survey we have found that 28 people got about the southeast bank loan offerings from the business people that is 56% of the proportion. 10 of them got information from their friends and 7 of them got the information from their family and the proportion are 20% and 14% accordingly. And less amount pf people that is 5 got informed by the other source and the percentage is only 10 %.


[bookmark: _Toc102998900]The relationship between loyalty and credit policies:
[bookmark: _Toc101970003]Table 9: The relationship between loyalty and credit policies.
	Is there any relationship between loyalty and credit policies?

	Agree
	Disagree
	Mean
	SD

	39 (82%)
	1 (Score)
	11 (18%)
	2 (Score)
	1.22
	0.663325



[bookmark: _Toc100701401]Figure 8: The relationship between loyalty and credit policies.


From the Table 9 and figure 8, I showed that majority of the people agreed that there is a sharp relationship between customer loyalty and the credit policy. Where the minority people disagreed with the term. From the information we can see that 82% or 39 people were agree to the term and only 18% or 11 people disagreed with the term.




[bookmark: _Toc102998901]Policies applied by the southeast bank:
[bookmark: _Toc101970004]Table 10: Policies applied by the southeast bank.
	Polices applied by the Southeast Bank.

	Policy
	Agree
	Disagree
	Mean
	SD

	
	No.
	Score
	%
	No.
	Score
	%
	
	

	Policy on credit period

	43
	1
	86%
	7
	2
	14%
	1.14
	0.748331

	Policy for extending the credit to the borrower.

	38
	1
	76%
	12
	2
	24%
	1.24
	0.69282


	policy on lending interest rates.

	45
	1
	90%
	5
	2
	10%
	1.1
	0.447214


	Policy on loan collection.

	34
	1
	68%
	16
	2
	32%

	1.32
	0.8


	Policy on collection process of Required information.
	44
	1
	88%
	6
	2
	12%
	1.12
	0.489898



[bookmark: _Toc100701402]Figure 9: Policies applied by the southeast bank.


There are 4 credit policy are being applied by the southeast bank ltd I have found. From the above table no 10 in figure 9, 
Policy on credit period: I have seen that 43 people that is about 86% of the proportion agreed that there is a policy on credit period. On the other hand, least people respondent that there is no policy on the credit period and the proportion we can see, is 14% and about 7 people.
Policy for extending the credit to the borrower: I have found that 76% people which is 38 people agreed that there are policies for extending the credit for the borrowers where the 24% people which is about 12 people disagreed on it.
policy on lending interest rates: we can see that 45 people are agreed with the policy that southeast bank have lending interest rate. Where only 5 people disagreed with this policy. And the proportions are 90% and 10% accordingly.
Policy on loan collection: In the above table and figure I showed that 34 people believe that there is a policy of loan collection in southeast bank but 16 people don’t agree that they have a collection policy. And from the information we got the proportions are 68% and 32% accordingly.
Policy on collection process of Required information: In the table no 10 we can see that 44 people out of 50 were agreed that there is a policy on collection process of required information. On the other hand, only 6 people disagreed with this term. And the figures are 88% and 12% successively. 
In summary, we can say that maximum proportion rate was agreed to the policy of lending interest rate which means majority people are known that this policy absolute to this bank.






[bookmark: _Toc102998902]Finding about the correlation of the policies between Policies and Customer loyalty: 
[bookmark: _Toc101970005]Table 11 Finding about the correlation between policies and customer loyalty:
	policy
	Policy Agreed (x)
	Loyalty Agreed (y)
	XY
	X2
	Y2

	1
	43
	39
	1677
	1849
	1521

	2
	38
	34
	1292
	1444
	1156

	3
	45
	43
	1935
	2025
	1849

	4
	34
	40
	1360
	1156
	1600

	5
	44
	37
	1628
	1936
	1369

	∑
	204
	193
	7892
	8410
	7495




	
	

We have found that the results of correlation is r = 0.281.








[bookmark: _Toc102998903]Fining the linear regression equation between policies and customer loyalty: 

Table 12Fining the linear regression equation between policies and customer loyalty:
	No.
	Policy Agreed (x)
	Loyalty Agreed (y)
	XY
	X2
	Y2

	1
	43
	39
	1677
	1849
	1521

	2
	38
	34
	1292
	1444
	1156

	3
	45
	43
	1935
	2025
	1849

	4
	34
	40
	1360
	1156
	1600

	5
	44
	37
	1628
	1936
	1369

	∑
	204
	193
	7892
	8410
	7495





	







[bookmark: _Toc102998904]The policies that southeast bank can add to their policy system:
[bookmark: _Toc101970006]Table 13: The policies that southeast bank can add to their policy system.

	Polices should be applied by the Southeast Bank.

	Policy
	Agree
	Not agree/disagree
	Disagree
	Mean
	SD

	
	No.
	Score
	%
	No.
	Score
	%
	No.
	Score
	%
	
	

	Policy on small amount of loan.eg: less than 2 lacs

	31
	1
	63%
	11
	2
	23%
	7
	3
	14%
	1.48
	1.131371


	Policy on credit giving process should not be lengthy.

	38
	1
	76%
	5
	2
	10%
	7
	3
	14%
	1.38
	1.019804


	policy on know your customers character beside collecting documents.

	26
	1
	52%
	10
	2
	20%
	14
	3
	28%
	1.76
	1.442221




[bookmark: _Toc100701403]Figure 10: The policies that southeast bank can add to their policy system.

There are some policies that should be added to the southeast bank’s policies. And the responses we got from the table no 11 and figure no 10 are described below: 38/5/7
Policy on small amount of loan: Among the 50 responder we got 31 people agreed that the bank needs to implement a policy of small range loan. Where 11 people were not sure about agree and disagree but only 7 people said this policy should not be implemented. From that response we got some figures that are 63%, 23% and 14% accordingly.
Policy on credit giving process should not be lengthy: from the response we got that about 38 people agreed that the process of giving loan should not be lengthy whereas 5 people were not sure about the policy. On the other hand, only 7 people said the policy should be lengthy. And the percentage are 76% 10% and 14% successively.
policy on know your customers character beside collecting documents: In this question, we got only 26 positive reply and the people who replied that they are not sure for this policy were 10. Whereas 14 people responded negatively. The proportion we got are 52%, 20% and 28% respectively.



[bookmark: _Toc102998905]The Credit policies in which customers can be loyal:
[bookmark: _Toc102998906]Impacts on customer loyalty by credit period
[bookmark: _Toc101970007]Table 14: Impacts on customer loyalty by credit period.
	[bookmark: _Hlk100009363]The length of the credit duration provided to the customer has a big impact on customer loyalty, as short periods may not be sufficient for them to repay the facility.

	Agree
	Disagree
	Mean
	SD

	39 (78%)
	1 (Score)
	11 (22%)
	2 (Score)
	1.22
	0.663325



[bookmark: _Toc100701404]Figure 11: Impacts on customer loyalty by credit period.


As in the Table 12 and figure 11, we can see that maximum number of participants reply that there is a big impact on customer loyalty by the length of the credit duration provided to the customer. Whereas minority was opposite to this context. And the numbers we got through survey are 39 (78%) and 11 (22%) accordingly. By which we ca understand that if the credit period is longer, the customer can be more satisfied and can become loyal otherwise shorter period will be hard to repay the credit on time. 
[bookmark: _Toc102998907]Impacts on customer loyalty by Interest Rate:
[bookmark: _Toc101970008]Table 15: Impacts on customer loyalty by Interest Rate.
	Consumer loyalty is significantly impacted by high interest rates on customer borrowings.

	Agree
	Disagree
	Mean
	SD

	43 (86%)
	1 (Score)
	7 (14%)
	2 (Score)
	1.14
	0.52915



[bookmark: _Toc100701405]Figure 12:  Impacts on customer loyalty by Interest Rate.


There a slight relationship between customer loyalty and credit interest rate. From the above table and figure we can see that 43 people out of 50 respondents that Consumer loyalty is significantly impacted by high interest rates on customer borrowings on the other hand only 7 people out of 50 disagreed that Consumer loyalty is significantly not impacted by high interest rates on customer borrowings. And the proportions from the figure we can see are 86% and 14% respectively. From that information we can assume that lower interest can make the customer more loyal and higher interest can make their customers more disloyal to their services.

[bookmark: _Toc102998908]Impacts on customer loyalty by Collection Policy:
[bookmark: _Toc101970009]Table 16:  Impacts on customer loyalty by Collection Policy.

	Customers' loyalty is affected by the bank's collection policy, whether strict or liberal, because when the bank seeks to collect outstanding sums, it negatively affects customer happiness.

	Agree
	Disagree
	Mean
	SD

	40 (72%)
	1 (Score)
	10 (28%)
	2 (Score)
	1.14
	0.678233



[bookmark: _Toc100701406]Figure 13:  Impacts on customer loyalty by Collection Policy.


In the table 14 and figure 13, a question was asked about “Customers’ loyalty is affected by the bank’s collection policy, whether strict or liberal, because when the bank seeks to collect outstanding sums, it negatively affects customer happiness”. And to that question 36 people out of 50 agreed that it has a great Impacts on customer loyalty by Collection policy and 14 people disagreed to the question. And the figures are 72% and 28% successively. And we can assume that strict collection policy can make the customer unhappy and flexible collection policy can make the customers happy.
[bookmark: _Toc102998909]Impacts on customer loyalty by Credit Expansion Policy:
[bookmark: _Toc101970010]Table 17:  Impacts on customer loyalty by Credit Expansion Policy.
	When compared to banks with low credit limits, those with credit policies that allow large amounts of loans to be granted to customers will have higher customer loyalty.

	Agree
	Disagree
	Mean
	SD

	34 (68%)
	1 (Score)
	16 (32%)
	2 (Score)
	1.32
	0.8



[bookmark: _Toc100701407]Figure 14:  Impacts on customer loyalty by Credit Expansion Policy.


From the table no 15 and figure 14 I showed that 34 people agreed that with high credit limit can increase customer loyalty where 16 people disagreed to this term. And the proportions we can find are 68% and 32% accordingly. That means there is a customer loyalty impact in this credit expansion policy. But from all the policies we can see this policy has less impact on customer loyalty. From this we can understand that customers loyalty is less dependent on this policy than others.
[bookmark: _Toc102998910]Impact on collection process of Required information policy.
[bookmark: _Toc101970011]Table 18:  Impact on collection process of Required information policy.
	There is more customer loyalty who have flexible documents collection policy than who have strict documents collection policy.

	Agree
	Disagree
	Mean
	SD

	37 (74%)
	1 (Score)
	13 (26%)
	2 (Score)
	1.26
	0.72111



[bookmark: _Toc100701408]Figure 15: Impact on collection process of Required information policy.

In the above table no 16, it is showed that 37 participants were positively agreed that if the document collection policy is flexible, there will be more customer loyalty. On the other hand, 13 people were disagreed with this term. And the percentages we got from the figure no 15 are 74% and 26% respectively. 




[bookmark: _Toc102998911]Loyalty of their customers about the credit policy:
[bookmark: _Toc102998912]Are you satisfied with the credit duration period?
[bookmark: _Toc101970012]Table 19: Are you satisfied with the credit duration period?
	Are you satisfied with the credit duration period?

	Agree
	Disagree
	Mean
	SD

	38 (76%)
	1 (Score)
	12 (24%)
	2 (Score)
	1.24
	0.69282



[bookmark: _Toc100701409]Figure 16: Are you satisfied with the credit duration period?


From the above table no 17, I found that there is a policy that southeast bank follows which is credit duration period, in which most of the clients are satisfied about the credit period and few of the are not satisfied with this period. And the number we got from the survey was 38 people agreed and 12 people disagreed. Where the percentage were 78 and 24 respectively. From this we can assume that the maximum customers are satisfied and loyal to this policy with this bank and fewer of them are not loyal. 
[bookmark: _Toc102998913]Is it easy to expand the credit limit?
[bookmark: _Toc101970013]Table 20: Is it easy to expand the credit limit?
	Is it easy to expand the credit limit?

	Agree
	Disagree
	Mean
	SD

	28 (56%)
	1 (Score)
	22 (44%)
	2 (Score)
	1.44
	0.938083




[bookmark: _Toc100701410]Figure 17:  Is it easy to expand the credit limit?


In the table no 18, we can see that the people who are agreed that the credit expansion is easy are the majority proportion of participants. Where the minority people said the expansion limit are not that much flexible. Among the 50 participants we got 28 agreed people with this question but 22 people were not agreed to this question. As in the figure 17 we can see the proportion of the responds were 56% and 44% accordingly.

[bookmark: _Toc102998914]Are you satisfied with the credit extension policy?
[bookmark: _Toc101970014]Table 21: Are you satisfied with the credit extension policy?
	Are you satisfied with the credit extension policy?

	Agree
	Disagree
	Mean
	SD

	27 (62%)
	1 (Score)
	23 (38%)
	2 (Score)
	1.46
	0.959166



[bookmark: _Toc100701411]Figure 18: Are you satisfied with the credit extension policy?


From the table no 19 and figure no 18 we can understand that, 31 clients are agreed that they are satisfied with the credit extension policy of southeast bank whereas the 19 people out of 50 was disagreed to this extension credit policy system. And the percentages we got from the figure are 54% and 46% respectively. That means maximum number of people are satisfied with the credit expansion policy and minimum number of people are dissatisfied. We can understand that credit expansion is not a easy process in SEBL.


[bookmark: _Toc102998915]Are you satisfied with the credit rate policy?
[bookmark: _Toc101970015]Table 22: Are you satisfied with the credit rate policy?
	Are you satisfied with the credit rate policy?

	Agree
	Disagree
	Mean
	SD

	45 (90%)
	1 (Score)
	5 (10%)
	2 (Score)
	1.1
	0.447214



[bookmark: _Toc100701412]Figure 19: Are you satisfied with the credit rate policy?


As we can see there is a table no 20 in which we can see a question was done to the clients where we can see 45 people were agree that the credit rate was satisfactory and that is the maximum no of respondents of this survey to the agreed term. On the other hand, only 5 people were disagreed that the credit rate was not reasonable. And the proportion we got in the figure no 19 were 90% and 10% successively. 



[bookmark: _Toc102998916]Are you satisfied with the credit recovery policy?
[bookmark: _Toc101970016]Table 23: Are you satisfied with the credit recovery policy?
	Are you satisfied with the credit recovery policy?

	Agree
	Disagree
	Mean
	SD

	32 (64%)
	1 (Score)
	18 (36%)
	2 (Score)
	1.36
	0.848528



[bookmark: _Toc100701413]Figure 20: Are you satisfied with the credit recovery policy?


From the above table no 21, we can see that there is a question was asked to the customers about satisfaction of the credit recovery policy where the maximum no of participants was satisfied to the credit recovery policy. On the other hand, minimum number of people were not satisfied with their credit recovery policy. From the survey question we got 32 people agreed to this question out of 50 participants. 18 people were disagreed to this question out of 50 participants. From the above 20 no figure we can find that there the proportions of the figure were 64% and 36% accordingly.
[bookmark: _Toc102998917]Are you satisfied with the collection process of Required information Policy?
[bookmark: _Toc101970017]Table 24: Are you satisfied with the collection process of Required information Policy?
	Are you satisfied with the collection process of Required information Policy?

	Agree
	Disagree
	Mean
	SD

	43 (86%)
	1 (Score)
	7 (14%)
	2 (Score)
	1.14
	0.52915




[bookmark: _Toc100701414]Figure 21: Are you satisfied with the collection process of Required information Policy?


In the above table the participants were asked about the satisfaction with the collection process of the required information policy. In which we can see that maximum number of people responded that the policy was flexible where only few participants said it was not flexible. And we can see that 43 people out of 50 agreed to this question, on the other hand, only 7 people disagreed to this policy. And from the figure no 21 we got the proportion of 86% and 14% accordingly.
[bookmark: _Toc102998918]Chapter 5
[bookmark: _Toc102998919]Findings, Recommendation and Conclusion:
[bookmark: _Toc102998920]Introduction:
This chapter summarizes the previous chapters' discussions and findings. Conclusions and recommendations were developed on the basis of chapter four, with reference to research objectives and the help of a literature review. The objective of this research was to identify in which way the credit policy of southeast bank influence customer loyalty. 
The data and information collected on the field were accurately analyzed, evaluated, and interpreted.
[bookmark: _Toc102998921]Findings:
In the analysis from the demographic part (Part A); 
we have found that maximum number of participants was male and minimum number of participants were female who was involve with the credit where maximum participants were in between 30-50 years old. As it is a business area maximum no of clients from the business field where minimum was from the service field in which majority of them are non-graduate. And maximum clients have a monthly income of around 50000. For this reason, they can easily involve with the credit.

In the part B;
This part was analytical and statistical part. In which we found that maximum no of customers has got information about the southeast bank’s credit offerings. Few of them got information from their friends, family and others.
Another Information was found that the majority people responded that there is a slight relationship between credit policy and loyalty. And few of them disagreed to that term.
We have found some policies that the southeast bank follow to their credit are credit period, extending the credit to the borrower, lending interest rates, loan collection., collection process of Required information. Where maximum no of people strongly agreed that they have the policy of credit period, lending interest rate, collection process of required information. Where fewer of the responder believe that they have policy on extending the credit to the borrower and credit collection policy. 
In the next statistical part, the information was founded that some of the part this bank needs to install into their credit policy. And these are “giving small amount of loan.eg: less than 2 lacs, credit giving process should not be lengthy, know your customers character beside collecting documents”. Where maximum no of people strongly agreed that they should implement giving small amount of loan credit giving process should not be lengthy. Where only fewer people agreed that they should add “the policy of know your customers character beside collecting documents”. 
From the information, it is found that the large group of people agreed that if the credit duration is high the customer loyalty will become more where fewer people disagreed that it doesn’t have any impact on the customer loyalty. Another information was found that if the interest rate is high, there is a negative impact on the customers. And majority of the customers agreed to this term. On the other hand, maximum customers agreed that if the collection policy is flexible the loyalty of the customers are positively impacted. From the next policy, it is found that by comparing to banks with low credit limits, those with credit policies that allow large amounts of loans to be granted to customers will have higher customer loyalty. Most of the people highly agreed that there is a great impact on the expansion policy but few of them was not agreed. If there is a way of credit expansion policy then the customers loyalty will be in a higher rate.
From the last analytical part, it is found that large number of clients are satisfied with credit duration period, credit rate policy, collection process of required information. That indicates, bank is providing enough credit duration to the customers, enough credit rate and easy way of collection required information. That means they are loyal to this credit policies of this southeast bank limited. On the other hand, the customers are satisfied in an average level in the policy of credit recovery system and the credit expansion policy.

[bookmark: _Toc102998922]Recommendations:
I came up with the following solutions to help solve the research problem after doing the study in the field and successfully finishing the findings.
· Southeast Bank should add the small amount on credit policies. They don’t provide credit less than 2 lacs. They should add this policy that will help to get more customers.
· They are having a lengthy credit giving process that will be a problem to get the customer loyalty. They need to work on this policy and have to reduce the time period to give the credit.
· Bank also needs to know customers character beside collection their documents. They have to know about their transaction records by which they will understand how good they are in their transaction. 
· They have a policy that is not flexible which is credit extension policy. That might affect to their customer loyalty. They need to make it flexible by which customers can extend their credit in a flexible way.
· Southeast bank needs to relax their credit collection policy. As from the analysis average no of customers are satisfied about their collection policy, if they have to get their loyalty, they need to make it relax.
· As they are having fewer female customers, it is recommended that they need to increase their female customers by encouraging them.
· Also, they are having more business customers and few service holder customer. It is highly recommended to increase their service holder customers by encouraging them. It is more secure to give credit to this kind of clients.





[bookmark: _Toc102998923]Limitations:
There has been no research that are without limitations. The sample size is the study's most significant flaw. Due to time constraints, this study only included 50 participants. As the customers get all time busy and they don’t want to give time to an internee it was difficult to increase the sample size. However, if the sample size could be increased, the results of this study would be better. 
[bookmark: _Toc102998924]Conclusion:
The purpose of this research was to find out how customers can be loyal with the credit policy and practices of southeast bank limited. This bank was chosen to do this research. A survey was done to accomplished this case study on the clients of southeast bank limited. For this study, a demographic part was done to know about the customers status. For this, it can be understood who are the customers of this credit facilities. In the part B, the analytical part was done to know about the customers loyalty.
As a result of the analysis, it was discovered that southeast Bank Ltd has policy in place to cater for client borrowing, which included “Policy on credit period, Policy for extending the credit to the borrower, policy on lending interest rates, Policy on loan collection, Policy on collection process of Required information” that effects the customers in this manner that bank with enough credit period policy, easy credit extension policy, reasonable interest rate, flexible collection policy, flexible information and documents collection policy will have more customers loyalty. 
On the contrary, if the credit rate policy is high, credit expansion policy is hard, short credit period, hard collection policy, hard customers documents collection policy compared to other banks might negatively impact to the customer loyalty.
In the part we got that most of the customers are highly satisfied about their credit rate policy, credit interest rate policy, customers documents collection policy. That brings to the customer loyalty. On the other hand, customers are not that much satisfied about their credit extension policy and credit collection policy that might lead to the customer disloyalty. 
Lastly, some policies that need to be added to their policy to increase more customers loyalty are “policies on small loan, short term policy, knowing customer character policy”.

[bookmark: _Toc102998925]Scope for Further Study:
Furthermore, southeast bank Ltd should assign responsibility for related transactions, implement job rotation on sensitive matters, use serially numbered documents, and determine the impact of customer appreciation on customer satisfaction to ensure that all transactions are handled according to southeast bank's clear channel policies.
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Questionnaire on credit policy and practices that impact loyalty of customers

This survey is intended to determine how Southeast Bank's credit policies and practices affect customer loyalty. This survey is part of the research for undergraduate research. Please take a couple of minutes to answer the questions below by selecting the box that best expresses your most appropriate response.
Any information you provide will be kept private and used solely for academic purposes.

Part A:
Please give tick “√” mark on “    ” sign beside your answer.


1. Your Gender 
Male    			Female    
2. Age
20-30                30-40               40-50               50-60   
3. Occupation
Businessman                   Service Holder                   Housewife00

4. Educational Background
Graduate                          Non-Graduate 
5. Monthly Income
0-15000          15000-35000         35000-55000         55000-75000         Above 75000      


Part-B

Please give tick “√” mark on “    ” sign beside your answer.

6. From which sources have you got information about SEBL loan offering?
Business People                Friends                Family                 others
7. Is there any relationship between loyalty and credit policies?
Agree    			Disagree    
8. Polices applied by the Southeast Bank.
	Policy
	Agree
	Disagree

	Policy on credit period

	
	0000000000000000000


	Policy for extending the credit to the borrower.

	
	0000000000000000000


	policy on lending interest rates.

	
	0000000000000000000


	Policy on loan collection.

	
	0000000000000000000


	Policy on collection process of Required information.
	
	0000000000000000000









9. Polices should be applied by the Southeast Bank
	Policy
	Agree
	Not agree/disagree

	Disagree


	Policy on small amount of loan.eg: less than 2 lacs

	
	
	0000000000000000000


	Policy on credit giving process should not be lengthy.

	
	
	0000000000000000000


	policy on know your customers character beside collecting documents.

	
	
	0000000000000000000




10. The length of the credit duration provided to the customer has a big impact on customer loyalty, as short periods may not be sufficient for them to repay the facility.
Agree    			Disagree    
11. Consumer loyalty is significantly impacted by high interest rates on customer borrowings.
Agree    			Disagree    
12. Customers' loyalty is affected by the bank's collection policy, whether strict or liberal, because when the bank seeks to collect outstanding sums, it negatively affects customer happiness.
Agree    			Disagree    
13. When compared to banks with low credit limits, those with credit policies that allow large amounts of loans to be granted to customers will have higher customer loyalty.

Agree    			Disagree    
14. Are you satisfied with the credit duration period?
Agree    			Disagree    
15. Is it easy to expand the credit limit?
Agree    			Disagree    
16. Are you satisfied with the credit extension policy?
Agree    			Disagree    
17. Are you satisfied with the credit rate policy?
Agree    			Disagree    
18. Are you satisfied with the credit recovery policy?
Agree    			Disagree    
19. Are you satisfied with the collection process of Required information Policy?
Agree    			Disagree    
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Gender

Male	Female	Gender	37	13	
Male	Female	Gender	0.74	0.26	

Age

20-30	30-40	40-50	50-60	age	5	16	22	7	

Occupation of the Participants

Business man	Service holder	Housewife	30	16	4	
Business man	Service holder	Housewife	0.36	0.56000000000000005	0.08	

Educational Backgroun of the customers

Graduate 	Non-Graduate	16	34	

Monthly income of the customers

0-15000	15000-35000	35000-55000	55000-75000	Above 75000	0	9	25	12	4	
0-15000	15000-35000	35000-55000	55000-75000	Above 75000	0	0.18	0.5	0.2	0.08	

Got the loan information 

Business People	Friends	Family	others	28	10	7	5	

Is there any relationship between loyalty and credit policies?

Agree	Disagree	41	9	

Policies applied by the southeast bank:
Policy on credit period	
%	%	Agree	Disagree	0.86	0.14000000000000001	Policy for extending the credit to the borrower.	
%	%	Agree	Disagree	0.76	0.24	policy on lending interest rates.	
%	%	Agree	Disagree	0.9	0.1	Policy on loan collection.	
%	%	Agree	Disagree	0.68	0.32	Policy on collection process of Required information.	
%	%	Agree	Disagree	0.88	0.12	
%	%	Agree	Disagree	
%	%	Agree	Disagree	
%	%	Agree	Disagree	
%	%	Agree	Disagree	



Polices should be applied by the Southeast Bank. 
Policy on small amount of loan.eg: less than 2 lacs	
%	%	%	Agree	Not agree/disagree	Disagree	0.63	0.23	0.14000000000000001	Policy on credit giving process should not be lengthy	
%	%	%	Agree	Not agree/disagree	Disagree	0.76	0.1	0.14000000000000001	policy on know your customers character beside collecting documents.	
%	%	%	Agree	Not agree/disagree	Disagree	0.52	0.2	0.28000000000000003	
%	%	%	Agree	Not agree/disagree	Disagree	
%	%	%	Agree	Not agree/disagree	Disagree	
%	%	%	Agree	Not agree/disagree	Disagree	



Impacts on customer loyalty by credit period
Agree	
0.78	Disagree	
0.22	



Impacts on customer loyalty by Interest Rate
Agree	
0.86	Disagree	
0.14000000000000001	



Impacts on customer loyalty by Collection policy.
Agree	
0.72	Disagree	
0.28000000000000003	



Impacts on customer loyalty by Credit Expansion Policy
Agree	
0.68	Disagree	
0.32	



Impact on collection process of Required information policy.

Agree	Disagree	37	13	

Are you satisfied with the credit duration period?

Agree	Disagree	38	12	

Is it easy to expand the credit limit?

Agree	Disagree	28	22	

Are you satisfied with the credit extension policy?

Agree	Disagree	27	23	

Are you satisfied with the credit rate policy?

Agree	Disagree	45	5	

Are you satisfied with the credit recovery policy?

Agree	Disagree	32	18	

Are you satisfied with the collection process of Required information Policy?

Agree	Disagree	43	7	
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