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Abstract 

The main goal of this study is analyzing factor and measuring the level of satisfaction of the 

borrowers toward the services of the private commercial banks (PCBs) in Bangladesh. The 

study surveyed 112 customers of PCBs from Dhaka and Rajshahi city to determine the key 

influential factors that significantly influence on their level of satisfaction. These customers 

were surveyed through judgmental sampling method with a structured questionnaire from June 

to July 2016. Required data were gathered from the sample units through two methods of 

survey, i.e. personal interviews with a structured questionnaire and direct observations. 
Questionnaires were analyzed by using the statistical computer package SPSS version 16.0.  
 

All the data were incorporated in the analysis according to their suitability and needs with due 

care and acknowledgments. The findings of the paper will contribute and create some new 

dimensional knowledge for obtaining the banking target, developing the service style and 

process, and increasing borrowers’ satisfaction. This research will benefit the banking policy 

makers, and top-level bank executives to provide concrete and effectual guidelines for 

developing a new area of banking services. 

 
Keywords:  Borrowers’ satisfaction, Services, Respondents, Private Commercial Banks (PCBs), 
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Introduction 
 

Banking is a very potential sector in Bangladesh which plays a significant role in business and 

commerce. When Bangladesh became an independent country in December 1971, she inherited 

1,116 abandoned branches of 17 scheduled banks including three foreign banks along with a 

pitiable banking system in terms of professional bank personnel, service, network and 

administrative measures (Akterujjaman, 2016). In fact, banks deliver the services typically to 

those persons connected with banking activities with their necessity. Hence, “the nature of the 

relationship depends on the type of services rendered by the banker, which has two aspects: one is 

legal, and another is behavioral” (Ahmed, 1989).  

 

Also, the financial transactions in the ancient and medieval period of Bengal region dominantly 

prevailed, which has been helped to establish and evolve the bank functions as well as its 
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operating systems. However, in fact, the interest rate, commission rate, etc. of ancient and 

medieval banking was charged by the moneylenders and goldsmiths as a monopolistic nature 

(Abedin, 1988).  

 

The study was about an analysis of the borrowers’ satisfaction toward the services of commercial 

banks in Bangladesh. Borrowers’ satisfaction regarding the services of the banks depends on 

several factors. So, first, to analyze borrowers’ satisfaction level, factors, which are used as the 

performance measurement criteria of sample banks, are analyzed. Here some positive statements 

have been used with different factors in the questionnaire and data were collected through a 

survey to know the satisfaction toward the services of commercial banks. 

 

Objectives of the Study 
 

The key purpose of the study is to identify the factors that influence individual borrower to select 

the private commercial banks for receiving services. However, the researcher has identified the 

following specific objectives: 

1. To measure the perception and satisfaction of the borrowers toward the services of 

the selected commercial banks in Dhaka and Rajshahi city. 

2. To identify the factors, that affect the service taking the decision of the customers. 

3. To identify whether individuals with different age levels show the difference in 

opinions about the determining factors. 

4. To suggest recommendations to enhance borrowers’ satisfaction toward the services 

of private commercial banks in Bangladesh. 

 

Review of Literature 
 

Rahman et al. (2014) analyzed the productivity and profitability of Nationalized Commercial 

Banks (NCBs) in Bangladesh. The study was based on secondary data. The results achieved 

through ratio analysis were not hopeful. The paper emphasized on three NCBs, but the present 

study is on four private commercial banks borrowers’ satisfaction measurement from Dhaka and 

Rajshahi city of Bangladesh. Akterujjaman (2016) performed a study on the depositors of private 

commercial banks in Dhaka and Khulna city of Bangladesh by considering the level of 

satisfaction of them (depositors) in depositing their money and other resources to those banks. 

Khondaker & Mir (2011) mentioned that customer satisfaction is an important aspect of 

measuring performance, particularly for the banking and finance industry. The purpose of the 

paper was to identify the factors that affect and explain customer satisfaction in Bangladesh’s 

state-owned commercial banks (SCBs).  However, my study will examine demographic, 

descriptive, and factor analysis to determine the critical factors in measuring customer 

satisfaction of PCBs in the context of a developing economy’s banking sector. Datta et al. (2011) 

in their paper made a comparative analysis of performance regarding total deposits, credits, 

assets, shareholders equity and the three profitability ratios like ROA, ROE, and ROD of 10 

private commercial banks in Bangladesh and ranked them accordingly. The study also 

investigated the impact of operational efficiency and asset utilization on the financial 
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performance of these banks. However, the present study will measure the level of satisfaction of 

the borrowers, whereas, the previous was a comparative study. Sarker et al. (2012) explored the 

factors that drive customers to form various attitudes toward different types of banks in 

Bangladesh and find out apparent solutions from the marketers perspective. In the article, they 

compared between private commercial banks and nationalized commercial banks in Bangladesh 

with implications of Fishbein model, whereas, my research will give importance in factor analysis 

to measure borrowers’ satisfaction. 

 

Saha & Nesa (2011) analyzed and compared customers services of Hongkong and Shanghai 

Banking Corporation (HSBC) and Dutch-Bangla Bank Limited (DBBL) based on SERVQUAL 

model and factor analysis to explore customers’ level of satisfaction, while, the present paper will 

be on four private commercial banks in Bangladesh.  

 

Parthasarthi (2005) has suggested that banks must organize customers in their branches to know 

the grievances or wants of them. He has also suggested that the staff meeting should also be 

conducted and training has to be provided to them. This may enhance the ability of bank 

employees and lead to a better customer relationship. Inquiry counters should be installed for the 

smooth functioning of banking services. Customer friendly approach alone can give better results 

to the banking industry. Aggarwal & Mehta (2004) have stated that the Indian banking has 

entered into the third wave of banking reforms. This stage is called as an area of regeneration and 

consolidation. Now, only the Indian financial sectors are focusing their attention on better and 

best services. This is due to high competition between the private and public sector banking. The 

survival of the fittest is a modern policy of banking sector. At last, the Indian banking has 

realized that ‘customer is the king’. So, Indian banks must understand that a visit to a bank by the 

customers must be a pleasant visit, not a painful experience. Customer friendly approach alone 

can help the Indian banks to retain their customers. 

 

Methodology of the Study 
 

There are two types of bank’s customers, i.e. depositor and borrower. In the study, the researcher 

considered only the borrowers as the customers, who receive the loan in different ways from the 

private commercial banks in Bangladesh.   

 

Selection of the Study Area  
On considering the possibility of investigation, time limitations of financial assistance two cities: 

Dhaka and Rajshahi have taken purposively as the study area. 

 

Selection of Sample Banks and Respondents 
The research is conducted among four Private Commercial Banks (PCBs) for analyzing and 

measuring the satisfaction of their borrowers’ with the rendering services. The study areas were 

Dhaka and Rajshahi city, and 04 renowned private commercial banks have beentaken as sample 

banks. The total sample branches were 12 from Dhaka and Rajshahi city altogether. The total 

respondents were 112 borrowers. As the respondents, the required numbers of customers were 
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taken from the selected branches through judgmental sampling method. The Table 1 below shows 

sample branches and total respondents of the study. 

 
Table 1: Sample Branches and Total Respondents of the Study 

Name of the Bank Dhaka Branches Rajshahi Branches Total No. 

of SB
* 

No. of 

Respondents 

(Borrowers) 

BRAC Bank Ltd. Uttara 

Branch 

Banani 

Branch 

Rajshahi Branch 03 28 

Prime Bank Ltd. Uttara 

Branch 

Banani 

Branch 

Rajshahi Branch 03 28 

Mercantile Bank Ltd. Uttara 

Branch 

Banani 

Branch 

Rajshahi Branch 03 28 

National Bank Ltd. Uttara 

Branch 

Banani 

Branch 

Rajshahi Branch 03 28 

Total 04 04 04 12 112 
SB*= Sample Branches 

 

Sources of Data 

The study was conducted by both primary and secondary data. Primary data were collected from 

selected respondents through a structured questionnaire (Malthora, 2008). Required data were 

gathered from the sample units through two methods of survey, i.e. personal interviews with a 

structured questionnaire and direct observations   (Akterujjaman, 2010). Secondary data are the 

published official statistics, report documents, laws, ordinance, books, articles, periodicals of 

different domestic and international agencies, etc. Annual reports of concerned banks, diverse 

reports, and statistics of Bangladesh Bank, the ministry of finance and websites of related local 

and international institutions were used as sources of data. All the data were incorporated in the 

analysis according to their suitability and needs with due care and acknowledgments. 

 

Research Questionnaire 

Using a questionnaire as a survey tool has been chosen as a means of primary quantitative data 

collection. It is accepted that the exercise of a questionnaire as a method for gathering data is 

suitable for market research especially for the financial industry, which most concerns perception 

and beliefs (Akterujjaman, 2016). The questionnaires were distributed by hand to the respondents 

of the sample banks in Dhaka and Rajshahi city. To avoid unfairness, questionnaires were 

distributed at supermarkets, in front of the sample banks, shops, restaurants, cafes, buses, parks, 

etc. All respondents answered each of the items of the questions according to importance on a 5-

point Likert scale. Questionnaires were analyzed by using the statistical computer package SPSS 

version 16.0.  

 

The Pilot Study  
Piloting and pre-testing questions are always desirable, but not solely to do with trying to ensure 

that the survey questions operate well; piloting also has a role in ensuring that the research 
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instrument as a whole function well (Bryman and Bell, 2015). Bryman and Bell also state that 

pilot studies may be crucial about research based on self-completion questionnaires. 

This research pilot study was conducted with the cooperation of 28 randomly selected customers. 

The respondents’ demographic descriptions were as follows: PCBs account holders were found to 

be between 30–40 years of age, ten were female, and eighteen were male, twenty-three married 

and five single. Regarding education, PCBs account holders were in the college and university 

level. The pilot study was used to test the questionnaire items, regarding clarity, layout, length 

and time, before distribution. All respondents answered the research questionnaires in the 

presence of the researcher, and whenever they asked for further understanding, the researcher 

clarified it. As a result of the pilot test, the questionnaire phrases were simplified, and some 

questionnaire items were clarified more.  

 

Measurement Techniques 
Indeed, satisfaction measurement is a difficult job, and it is also difficult to conduct any 

psychological study. In the proposed study bank’s customer satisfaction is measured by the 

specific techniques. “In social science studies, while measuring attitudes of the people, it 

generally follows the techniques of preparing the attitude scale in such a way that the score of the 

individual responses assigns him a place on a scale” (Kothari, 2004). The present study was 

conducted by Summated scale that is Likert scale. Such type of scale consists of some statements, 

which express either a favorable or unfavorable attitude toward the given object to which the 

respondent is asked to react. The scale illustrates as follows: 

 

5 

Highly satisfied 
4 

Satisfied 
3 

Neutral 
2 

Dissatisfied 
1 

Highly dissatisfied 

 

Processing and Analysis of Data 
Collected data were processed and analyzed by way of using quantitative techniques. Basically, 

demographic, descriptive, and empirical analyses were conducted. For assuming the 

characteristics of data, demographic analysis, descriptive analysis and interpretations were drawn 

by percentage frequency, calculated mean, standard deviation (SD). Also, empirical analyses 

were depicted by the coefficient of variation (CV) and factor analysis was done. The statistical 

computer package SPSS version 16.0 was used for authentic analysis for all the cases. 

 

Empirical Findings and Analysis 
An analysis is generated from the questionnaire to achieve the objectives of the study. A 1-5 

rating Likert type scale has been used to analyze the collected data, where five stands for highly 

satisfied customers, four stands for satisfied customers, three stands for neutral customers, two 

stands for dissatisfied customers, and one stands for highly dissatisfied customers. In the research 

study the weighted average value of 3.0 has been considered as the optimum level for every case. 

The results of different tests are presented below: 
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Demographic Analysis of Respondents 
The demographic variables are chosen and related to analyzing the customers’ satisfaction in the 

study area, and the researcher attempts to associate these key variables so as it fulfill the 

objectives of the article. The analyses of the demographic characteristics of the respondents are 

shown in Table 2. 

 
Table 2: Demographic Characteristics of the Respondents (N

*
=112) 

Options/Characteristics Frequency Percent Valid Percent 

Sex 

Male 80 71.0 71.0 

Female 32 29.0 29.0 

Total 112 100.0 100.0 

Age 

20-30 years 18 16.07 16.07 

30-40 years 31 27.68 27.68 

40-50 years 30 26.79 26.79 

50-Above 33 29.46 29.46 

Total 112 100.0 100.0 

Marital Status 

Married 74 66.07 66.07 

Single 35 31.25 31.25 

Others 3 2.68 2.68 

Total 112 100.0 100.0 

Level of Education 

Primary 8 7.14 7.14 

High School 23 20.54 20.54 

College 54 48.21 48.21 

University 27 24.11 24.11 

Total 112 100.0 100.0 

Profession 

Student 3 2.68 2.68 

Service holder 27 24.11 24.11 

Businessman 63 56.25 56.25 

Housewife 4 3.57 3.57 

Others 15 13.39 13.39 

Total 112 100.0 100.0 

Monthly Income 

Below BDT 10000 6 5.36 5.36 

10000-30000 19 16.96 16.96 

30000-50000 32 28.57 28.57 

50000-Above 55 49.11 49.11 

Total 112 100.0 100.0 
                  Source: Field Survey, June-July 2016        

   Note:*N = Total frequency = 112 
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Table 2 shows the demographic characteristics of the respondents. Out of 112 respondents, a 

majority of the respondents (71 percent) are male, whereas 29 percent are female. About 29 

percent of the respondents are in 50-Above years, and 28 percent respondents are in 30-40 years 

as well as 27 percent respondents are in 40-50 years of age. Marital status shows that majority of 

the respondents (66 percent) are married, on the other hand, 31 percent customers are single who 

come to get the services from the private commercial banks. Table 2 also reveals that 48 percent 

respondents are in college level of education and about 24 percent respondents are in the 

university level. The highest numbers of respondents (56 percent) are businessmen and about 24 

percent respondents are service holders.  49 percent respondents’ monthly income is in between 

50000-Above, whereas it is seen that about 29 percent respondents’ monthly income is in 

between BDT 30000-50000. 

 

Borrowers’ Expression on the Level of Satisfaction 
The borrowers frequently receive different services from the banks and the level of satisfaction 

depends on the quality of rendered services. Borrowers expect that their banks will satisfy them 

by providing the necessary supports. On the other hand, concerned bankers try to please their 

borrowers through better services. However, the opinions of the borrowers toward level of their 

satisfaction are presented in following Table 3 by showing the values of frequency (f), percentage 

frequency (%), mean ( x ), standard deviation (SD) and coefficient of variation (CV) on the basis 

of borrowers’ perceptual responses of PCBs in the expression of level of satisfaction. Banks 

disburse loan to their borrowers under specific terms and conditions with considering the 

borrowers’ business goodwill and possibility of recovery of the fund sanctioned. Borrowers were 

asked to express their level of satisfaction with the terms and conditions of loan approved. 

 
Table 3: Level of Satisfaction of the Borrowers on Different Services 

Variables Responses Statistics 

 5 4 3 2 1 Mean SD CV 

Quantity of loan f 17 37 15 27 16 3.107 1.324 42.613 

% 15.2 33.0 13.4 24.1 14.3 

Interest payable of loan f 11 14 12 43 32 2.366 1.287 54.395 

% 9.8 12.5 10.7 38.4 28.6 

Collateral security for 

the loan 
f 12 33 28 30 9 3.080 1.148 37.272 

% 10.7 29.5 25.0 26.8 8.0 

Repayment period of the 

loan 
f 20 30 8 35 19 2.973 1.411 47.46 

% 17.9 26.8 7.1 31.2 17.0 

Procedural formalities f 22 45 3 29 13 3.304 1.355 41.01 

% 19.6 40.2 2.7 25.9 11.6 

Documentation f 14 47 7 35 9 3.196 

 

1.236 38.673 

% 12.5 42.0 6.2 31.2 8.0 

Sanctioned time f 50 34 12 10 6 4.00 

 

1.186 29.65 

% 44.6 30.4 10.7 8.9 5.4 
Source: Field Survey, June-July 2016        
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Table 3 shows, in the case of “Quantity of loan” 37% customers (borrowers) were satisfied with 

the amount of advance of private commercial banks and 27% customers were dissatisfied. The 

mean value of customers’ response toward quantity of loan of private commercial banks is 3.107, 

which lies in the neutral category. In this regard, the value of SD and CV are 1.324 and 42.613 

respectively, which indicate the opinions of the customers are less deviated, i.e. the customers are 

neither satisfied nor dissatisfied toward sanctioned amount of loan facilities of the PCBs. 

Under the variable “Interest payable of loan” 43% customers were dissatisfied about interest 

payable by the credit of private commercial banks. If whom 32% customers were in highly 

dissatisfaction category. The mean value of customers’ response toward interest payable to 

private commercial banks is 2.366, which lies in dissatisfaction category. The SD value 1.287 and 

CV value 54.395 indicate that the customers are dissatisfied toward interest payable of loan of 

PCBs. So, bankers should give importance to reducing the interest rate on the sanctioning loan.  

 

In the case of “Collateral security for the loan” 33% customers were  satisfied with collateral 

security for the loan of private commercial banks and 30% customers were dissatisfied and 28% 

borrowers showed their neutrality. The mean value of customers’ response toward collateral 

security for the loan of private commercial banks is 3.08, which lies in the neutral category. The 

SD value 1.148 and CV value 37.272 indicate that the customers are neither satisfied nor 

dissatisfied towards collateral security for the loan of PCBs. So, bankers should give importance 

to collateral security for the loan services.  

 

Regarding “Repayment period of the loan” 35% customers were dissatisfied about repayment 

period of the loan of private commercial banks. Of whom 30% customers were satisfied. The 

mean value of customers’ response toward repayment period of the loan of private commercial 

banks is 2.973, which fall in the neutral category. It is observed that the value of SD and CV are 

1.411 and 47.46 respectively, which indicate the opinions of the customers deviate, i.e. the 

customers’ opinions are neutral towards the services of the repayment period of loan. 

 

In the case of “Procedural formalities”, 45% customers were satisfied with procedural formalities 

of private commercial banks and 29% customers showed dissatisfaction in their opinions. The 

mean value of customers’ response toward procedural formalities of private commercial banks is 

3.304, which lies in the neutral category. The SD value 1.355 and CV value 41.01 indicate that 

the customers are neither satisfied nor dissatisfied towards procedural formalities of PCBs. So, 

bankers should give importance in improving procedural formalities services.  

  

Regarding “Documentation” 47% customers were satisfied with documentation of private 

commercial banks. 35% customers were dissatisfied. The mean value of customers’ response 

toward documentation of private commercial banks is 3.196, which fall in the neutral category. In 

this regard, the value of SD and CV are 1.236 and 38.673 respectively, which indicate the 

opinions of the customers diverge, i.e. the customers are neutral in their view toward 

documentation services of PCBs. 
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Regarding “Sanctioned time” 50% customers of private commercial banks were highly satisfied. 

34% customers were satisfied and 12% customers were neutral. The mean value of customers’ 

response toward sanctioned time of private commercial banks is 4.00, which fall in the satisfied 

category. It is observed that the value of SD and CV are 1.186 and 29.65 respectively, which 

indicate the opinions of the customers are less departed, i.e. the customers are satisfied towards 

loan sanctioned time facilities. 

 

Factor Analysis 
The general purpose of factor analysis is to find a method of summarizing the information 

contained in some original variables into a smaller set of new composite dimensions (factors) 

with minimum loss of information. ‘Factor Analysis’ tries to identify and define the underlying 

proportions in the original variables (Subadra, 2006). Factor analysis usually proceeds from the 

correlation matrix formed out of the selected variables included in the study. The appropriateness 

of the variable model can also be calculated from this. 

 

Next, factor extraction, the number of factors necessary to represent the data and the method of 

calculating them must be determined. At this step, how well the chosen model fits the data is also 

ascertained. Rotation focuses on transforming the factors to make them more interpretable and 

following this, scores for each factor can be computed for each case (Akterujjaman, 2016). These 

scores are then used for the next analysis. For the research, it is interesting to study the factors 

which can be derived out of several variables which contribute to measuring the level of 

satisfaction toward the exact bank. There are seven variables under the heading “express your 

level of satisfaction.” Hence, the correlation matrix for the variables (7 statements) is calculated 

to establish the relationship between them. Generally, a correlation value of 0.3 (absolute value) 

is taken as sufficient to explain the relationship between the variables. Correlation matrix value 

has been given in Table 4. 

 
Table 4: Correlation Matrix 

 

Variables 

Quantity 

of loan 

 

Interest 

payable 

of loan 

Collateral 

security for 

the loan 

Repayment 

period of 

the loan 

Procedural 

formalities 

 

Docume- 

ntation 

 

Sanctioned 

time 

 

Quantity of loan 1.000       

Interest payable of 

loan 
.854 1.000      

Collateral security for 

the loan 
.936 .888 1.000     

Repayment period of 

the loan 
.956 .873 .919 1.000    

Procedural formalities .956 .829 .917 .900 1.000   

Documentation .955 .820 .935 .912 .954 1.000  

Sanctioned time .889 .726 .867 .867 .864 .848 1.000 
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Correlation matrix for the variables from ‘quantity of loan’ to ‘Sanctioned time’ (total seven 

items) was analyzed initially for possible inclusion in Factor Analysis. 

Further, two test are applied to the resultant correlation matrix to test whether the relationship 

between the variables is significant or not. First, Bartlett’s test of sphericity is used to test whether 

the correlation matrix is an identity matrix (Table 5), i. e. all the diagonal terms in the matrix are 

one and the off-diagonal terms in the matrix are zero. The calculated test value is 1.453E3 

(approximate chi-square). It shows that the correlation matrix is not an identity matrix, i.e. 

correlation exists between the variables. Another test of Kaiser-Meyer-Olkin (KMO) measure is 

used to experiment the sampling adequacy. This test is based on the correlation and partial 

correlation of the variables. If KMO measure is closer to 1, it is superior to use factor analysis, 

and if KMO measure is closer to 0, the factor analysis is not ideal for the variables and the data. 

The value of the test statistics is 0.893, which means the factor analysis for the selected variables 

is found to be appropriate to the data. The results of the above two tests are presented in Table 5. 

 
Table 5: KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy .893 

Bartlett's Test of Sphericity Approx. Chi-Square 1.453E3 

df 21 

Sig. .000 

 
Next, Principal Component Analysis (PCA) is used to extract factors (Table 6). PCA is a method 

to transform a set of correlated variables into a set of uncorrelated variables so that the factors are 

unrelated and the variables selected for each factor are related. 

 
Table 6: Communalities -Extraction Method: Principal Component Analysis 

 Initial Extraction 

Quantity of loan 1.000 .982 

Interest payable of loan 1.000 .992 

Collateral security for the loan 1.000 .963 

Repayment period of the loan 1.000 .993 

Procedural formalities 1.000 .969 

Documentation 1.000 .979 

Sanctioned time 1.000 .997 

 
The PCA extracted four factors, and all these are coefficients used to express a standardized 

variable regarding the factors. These coefficients are called factor loadings since they indicate 

how much weight is assigned to each factor. Thus, factors with the large coefficient (in absolute 

value) are closely related to that variable. Table 7 shows the factor leading to each variable. 
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Table 7: Component Matrix 
a
 

Extraction Method: Principal Component Analysis 

Variables Component 

1 2 3 4 

Quantity of loan .984 -.048 -.057 -.093 

Interest payable of loan .899 .408 .121 .057 

Collateral security for the loan .971 .059 .016 .132 

Repayment period of the loan .965 .037 .076 -.232 

Procedural formalities .965 -.069 -.174 .060 

Documentation .966 -.057 -.208 .016 

Sanctioned time .910 -.320 .249 .069 

a. 4 components extracted 

 

It is seen from Table 7 that Factor 1 is the largest loading (0.971) for the variable ‘Collateral 

security for the loan’. These are all the correlations between the factors and the variables since all 

the factors are uncorrelated with each other. Hence the correlation between variable ‘Collateral 

security for the loan’ and Factor 1 is 0.971. Thus the factor matrix is obtained and presented in 

the above Table. On the other hand, Factor 2 is the largest loading (0.408) for the variable 

‘Interest payable of loan’, Factor 3 with the biggest loading (0.249) for the variable ‘Sanctioned 

time’ and the last Factor 4 is with the largest loading (0.132) for the variable ‘Collateral security 

for the loan’. 

 

Then communalities for each variable are calculated from the factor matrix. The proportion of 

variable explained by the common factors is called communality of the variable. Eigen values are 

also calculated which give the proportion of the total variance explained by all the factors. The 

considered value of “percentage of variance” explains how much variance is attributed to each 

factor. The cumulative percentage is calculated to explain the total variance in the selected 

variables. Table 8 discloses Eigen values, the percentage of variance, and cumulative percentage 

of each factor. 

 
Table 8: Total Variance Explained - Extraction Method: Principal Component Analysis 

Variables 

Initial Eigenvalues Extraction Sums of Squared Loadings 

Total % of Variance Cumulative % Total % of Variance Cumulative % 

1 6.340 90.571 90.571 6.340 90.571 90.571 

2 .284 4.054 94.625 .284 4.054 94.625 

3 .159 2.277 96.902 .159 2.277 96.902 

4 .092 1.313 98.215 .092 1.313 98.215 

5 .068 .978 99.193    

6 .032 .464 99.657    
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Variables 

Initial Eigenvalues Extraction Sums of Squared Loadings 

Total % of Variance Cumulative % Total % of Variance Cumulative % 

1 6.340 90.571 90.571 6.340 90.571 90.571 

2 .284 4.054 94.625 .284 4.054 94.625 

3 .159 2.277 96.902 .159 2.277 96.902 

4 .092 1.313 98.215 .092 1.313 98.215 

5 .068 .978 99.193    

6 .032 .464 99.657    

7 .024 .343 100.000    

  

It could be seen from the above Table 8 that factor 1 has the maximum Eigen value of 6.340. All 

the factors are arranged in the order of importance; cumulative percentage of 4-factor model 

explains that there are 98.215 percent of variables in the selected variables. 

 
Table 9: Rotated Component Matrix 

Extraction Method: Principal Component Analysis 

Rotation Method: Varimax with Kaiser Normalization 
 

 

Variables 

Component 

1 2 3 4 

Quantity of loan .633 .467 .485 .358 

Interest payable of loan .379 .848 .295 .204 

Collateral security for the loan .576 .603 .497 .144 

Repayment period of the loan .488 .534 .474 .496 

Procedural formalities .734 .437 .449 .198 

Documentation .752 .430 .414 .238 

Sanctioned time .423 .328 .818 .202 

 

From the above Table 9, it could be seen that each factor identifies itself with a few sets of 

variables closely connected to it. In each factor, most preferred variables are placed first and the 

remaining in the order of ranks scored by them. 

 

Analysis of Variance (ANOVA) 
Analysis of Variance (ANOVA) has been used to identify whether Borrowers’ level of 

satisfaction differs according to their age levels. The underlying factors identified in this study are 

the quantity of loan, interest payable of the loan, collateral security for the loan, repayment period 

of the loan, procedural formalities, documentation, and loan sanctioned time of the selected 

banks. These factors affect borrowers to select banks for getting services. The Table 10 below 

represents the ANOVA results which have been categorized based on different opinions among 

individuals with various age levels. 
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Table 10: ANOVA 

Variables  Sum of Squares Df Mean Square F Sig. 

Quantity of loan Between Groups 

Within Groups 
173.555 

21.159 

3 

108 

57.852 

.196 
295.289 .000 

Total 194.714 111    

Interest payable of loan Between Groups 

Within Groups 
154.120 

29.871 

3 

108 

51.373 

.277 
185.740 .000 

Total 183.991 111    

Collateral security for 

the loan 

Between Groups 

Within Groups 
120.166 

26.111 

3 

108 

40.055 

.242 
165.680 .000 

Total 146.277 111    

Repayment period of 

the loan 

Between Groups 

Within Groups 
194.873 

26.047 

3 

108 

64.958 

.241 
269.342 .000 

Total 220.920 111    

Procedural formalities Between Groups 

Within Groups 
177.637 

26.041 

3 

108 

59.212 

.241 
245.570 .000 

Total 203.679 111    

Documentation Between Groups 

Within Groups 
151.058 

18.621 

3 

108 

50.353 

.172 
292.043 .000 

Total 169.679 111    

Sanctioned time Between Groups 

Within Groups 
134.748 

21.252 

3 

108 

44.916 

.197 
228.258 .000 

Total 156.000 111    

 

 

Conclusion 
 

The banking sector is playing a unique role in the economy of Bangladesh.  The measurement of 

borrowers’ satisfaction is a sophisticated assignment in the banking concern, though it was a 

complex job. In the context of competitive banking and its influences on the economy, the 

attitudinal views of customers have got more preference in the banking sector (Akterujjaman, 

2016). It is observed from the descriptive and empirical analysis that in the case of rendering 

services, private commercial banks have some successes as well as lacking in all respects. It is 

remarkable that according to descriptive analysis, PCBs have held a better position regarding 

services rendered to the borrowers. The overall performance of the PCBs regarding loan is not so 

good in contest of other banks. It is found from the study that the responses of the borrowers on 

the performance of PCBs are not satisfactory.  
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The findings of the paper will contribute and create some new dimensional knowledge for 

obtaining the banking target, developing the service style and process, and increasing borrowers’ 

satisfaction. This research will benefit the banking policy makers, and top-level bank executives 

to provide concrete and effectual guidelines for developing a new area of banking services. 

 

Recommendations 
 

In light of the findings of the study, the following policy recommendations are made to improve 

the performance of the commercial banks to satisfy their customers toward their services. At the 

end of this section, some suggestions for further research are available. 

Interest payable on loan: It is found that the borrowers of PCBs have to pay higher interest 

rate. Therefore, the PCBs should reduce the interest rate of the loan for the customers. 

Procedural formalities: Huge procedural formalities have to be maintained by the borrowers 

for getting the loan from the private commercial banks. So, it is recommended to reduce the 

procedural formalities for the customers to make the loan convenient to them. 

Delay in sanctioning loan: It is found that the banks take a long time to sanction loan to their 

borrowers. So, disbursement or sanctioning time of advance should be reduced by the private 

commercial banks. 

Supervision of the use of loan: Most of the time PCBs are reluctant in supervising whether 

the borrowers are properly utilizing the sanctioned loan or not. This is why the bankers 

should be careful and sincere in monitoring the use of disbursed loan. 

Enormous documents: Huge documents are needed to submit by the borrowers to get the 

loan from the banks. Therefore, PCBs should take only the necessary papers from the 

customers at the time of providing the credit. 

The power of branch manager: The power of local office managers in sanctioning loan and 

its amount should be increased. 

Complain and suggestion facilities: There are few opportunities for the customers to 

provide suggestions to the banks regarding their services. That is why, PCBs should increase 

the opportunities for the customers to criticize or provide suggestions regarding their services. 
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Suggestions for Further Research 
 

To deal with a huge number of issues within the scope of a single article is neither possible nor 

desirable. Many current issues, therefore, could not be dealt with due weight, in this article. A 

research raises multifarious issues and identifies more problems than it proposes to solve. It is 

expected that the present study would motivate and even provoke further investigation in the area 

of performance evaluation of the banking sector in Bangladesh. In the light of experiences of the 

present study, a few suggestions for further researches are given below: 

 

���� It is revealed that large banks are more efficient than smaller banks. So, another study 

may be suggested on the size of commercial banks and their efficiency. 

���� The study has obtained primary data from the respondents of Dhaka and Rajshahi city 

only. Therefore, a similar study can be conducted on other divisional cities of 

Bangladesh. 

���� A comparative study can also be undertaken on Conventional Commercial Banking and 

Islamic Banking in Bangladesh. 

����  Since the present study is on the analysis of customers’ satisfaction toward the services 

of PCBs, a study may be initiated covering the comparative cost-benefit analysis of the 

customer services in case of PCBs and State-owned Commercial Banks (SCBs). 

���� In the light of present research, a full-fledged study may be conducted focusing the 

comparative strategies of service marketing between PCBs and SCBs in Bangladesh. 

���� A full-fledged study is possible only on the profitability and productivity aspects of the 

commercial banks by using advanced statistical tools and techniques. 

���� Another study needs to be undertaken on the performance of the Islamic Commercial 

Banks. 

���� A detailed in-depth study may be conducted covering different aspects of deposits and 

advances. 
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