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Abstract: Non-deposit Taking Microfinance Institution of Phongsaly provides 5-6 years term loan service for
citizen in order to provide satisfaction services to their clients. The objectives of this study were 1) To study
operations of Non-deposit Taking Microfinance Institution of Phongsaly 2) To study clients’ satisfaction factors to
services of the Non-deposit Taking Microfinance Institution of Phongsaly and 3) To study problems and
obstacles of Non-deposit Taking Microfinance Institution of Phongsaly. The samples of the study were 273
peoples of clients of Non-deposit Taking Microfinance Institution of Phongsaly. Data were collected through the
use of questionnaires. The statistics applied in this research were frequency, percentage, arithmetic mean,
maximum, minimum, standard deviation and Pearson’s product moment correlation coefficient. The result
showed that Non-deposit Taking Micro Finance Institution of Phongsaly provided the loan for poor people to
engage in activities that generate income for the family, with a maximum loan of 120,000 bath. The result
showed that the clients were extremely satisfied with services, place, employee, process and physical evidence
but satisfied with price and promotion. The result showed that clients’ satisfaction factors significantly correlated
to services of the Non-deposit Taking Microfinance Institution at 0.05 level were age, number of loan, repay loan
and access to information of loan. The problems and obstacles of clients are narrow space of parking places,
employee's lack of knowledge of academic institutions, lack of clients visits and lack of publicity given to the
clients. The suggestion from this research should provide financial institution literacy training to academic staff

such as investment consulting clients, financial planning and procurement markets and reduced business risk etc.

Keywords: Satisfaction, services, micro finance institution
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Table 1 Mean and standard deviation of clients’ satisfaction towards services of the Non-deposit Taking

Microfinance Institution of Phongsaly

Satisfactionlevel

Service —

X S.D Interpretation
Services 4.389 0.556 Extremely Satisfied
Price 4.011 0.765 Very Satisfied
Place 4.310 0.613 Extremely Satisfied
Promotion 4.054 0.698 Very Satisfied
Employee 4.317 0.591 Extremely Satisfied
Process 4.222 0.667 Extremely Satisfied
Physical Evidence 4.395 0.514 Extremely Satisfied
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Table 2 Pearson’s product moment correlation coefficient for factor correlated clients’ satisfaction towards

services of the Non-deposit Taking Microfinance Institution of Phongsaly

Pearson’s product moment

Variable P value
correlation coefficient(r)

Age (year) 0.126* 0.037
Year of education (year) 0.032 0.600
Income (bath) 0.095 0.117
Number of loan (number) 0.128* 0.035
Loan (bath) 0.022 0.713
Repay loan -0.230** 0.000
Access to information of loan -0.139 0.022

Note: *Significant at the level 0.05

**Significant at the level 0.01
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