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Abstract

Gold loans have emerged as one of the most convenient and
accessible sources of short-term finance in India. With increasing
financial needs and demand for quick credit, gold loan services
have gained significant popularity among consumers. The present
study examines the awareness and perception of gold loan services
offered by Muthoot Finance among consumers. The study is based
on primary data collected through a structured questionnaire from
respondents belonging to different age groups, occupations, and
income categories.

The findings reveal that gold loans are highly preferred because of
quick processing, minimal documentation, and easy accessibility
of funds. Businessmen and middle-aged consumers constitute the
major customer segment. Television, newspapers, magazines,
family members, and financial representatives are identified as
important sources of awareness. The study further reveals that the
majority of respondents are satisfied with the services offered by
Muthoot Finance and are willing to recommend the services to
others.

The study concludes that gold loan services enjoy a positive perception among consumers, although concerns

related to interest rates and awareness among certain groups still exist. The research offers practical

suggestions for improving customer awareness, service quality, and consumer satisfaction.
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1. Introduction 2. Review of

In recent years, gold loans have become an
important financial product in the Indian lending
market. Gold is traditionally regarded as a
valuable household asset in India and is widely
used as a source of financial security during
emergencies. Gold loan services allow customers
to pledge their gold ornaments in exchange for
immediate funds without selling their valuable
assets permanently.

Compared to other forms of loans, gold loans
involve less documentation, quicker approval
procedures, and easier accessibility. Due to these
advantages, gold loans have become popular
among farmers,
employees, and households facing urgent
financial requirements.

businessmen, salaried

Muthoot Finance is one of the leading non-
banking financial companies (NBFCs) in India
operating in the gold loan segment. The
company has established a strong market
presence through its extensive branch network,
advertising activities, and customer-oriented
financial services.

Consumer awareness and perception play an
important role in determining the success of
products.  Understanding  how
consumers perceive gold loan services helps
financial  institutions

financial
improve  customer
satisfaction, marketing strategies, and service
quality. Therefore, the present study attempts to
analyze the awareness and perception of
consumers regarding gold loan services offered
by Muthoot Finance.

© 2026 The . Published by

Literature

Consumer perception towards financial services
has been widely studied by researchers in the
areas of banking, non-banking finance, and
consumer behavior. Previous studies indicate
that convenience, trust, service quality, and
quick loan processing are important factors
influencing customer preference toward financial
services.

Research on gold loans suggests that customers
prefer secured loans during financial
emergencies because they provide immediate
liquidity with simplified procedures. Gold loans
are particularly popular in India because gold
ownership is common across households and
cultural groups.

Several studies also highlight that awareness of
financial services is influenced by advertising,
interpersonal communication, media exposure,
and recommendations from family members and
financial representatives. Customer satisfaction
studies reveal that factors such as repayment
flexibility, customer support, transparency, and
interest rates influence customer loyalty and
recommendation behavior.

Although previous studies have examined gold
loans in the context of financial inclusion and
lending  behavior, limited research has
specifically focused on consumer awareness and
perception regarding Muthoot Finance at the

local consumer level.
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3. Research Gap

Most existing studies focus on gold loans from
the perspective of banking operations, financial
inclusion, or lending practices. Limited research
has been conducted regarding consumer
awareness and perception toward a specific gold
loan service provider such as Muthoot Finance.
Further, there is comparatively less research
examining demographic factors such as age,
occupation, and income in relation to gold loan
preference and customer satisfaction.

The present study attempts to fill this gap by
analyzing consumer responses collected through
a field survey.

4. Objectives of the Study

The study was conducted with the following
objectives:

1. To study the demographic profile of
respondents.
2. To examine awareness regarding gold loan

services offered by Muthoot Finance.

3. To identify the major sources of awareness
regarding gold loan services.

4. To understand the purposes for which
consumers avail gold loans.

5. To analyze customer satisfaction towards
gold loan services.

6. To study consumer perception and preference
regarding gold loans.

© 2026 The . Published by

7. Research Methodology

4.1 Research Design

The present study is descriptive in nature.
4.2 Sources of Data

The study is based primarily on primary data
collected through a structured questionnaire.
Secondary data was collected from books,
journals, articles, and websites related to gold
loans and financial services.

4.3 Sampling Method

Convenience sampling method was used for
selecting respondents.

4.4 Sample Size

The study is based on responses collected from
40 respondents. However, a few sections in
the collected data were reported on a respondent
base of 20.

4.5 Data Collection Tool

A structured questionnaire was used for
collecting data from respondents.

4.6 Statistical Tools Used
The collected data was analyzed using:
o Percentage analysis

o Tabular analysis

Interpretative analysis
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5. Data Analysis and Interpretation
Sr. |Age Number
5.1 Age-wise Classification of No Group [Respondents Percentage
Respondents
Total |40 100%
Sr.| Age Number of P
ercentage .
No. | Group | Respondents Interpretation
The majority of respondents belong to the age
20-30 e .
1 7 10% group of 40-50 years, indicating that middle-
Years aged consumers are more actively involved in
availing gold loan services.
o) 30-40 6 25% 5.2  Gender-wise Classification of
Years Respondents
40-50 Sr. Number
3 8 35% Gender Respondents Percentage
Years No.
50-60 1 [Male |27 67%
4 9 20%
Years
2  |Female |13 33%
60-70
5 10 10% Total |40 100%
Years
Interpretation
Male respondents constitute the majority of
customers using gold loan services, suggesting
greater involvement in financial decision-making
activities.
© 2026 The . Published by . Website: https://ijcope.org/ 4
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5.3 Occupation-wise  Classification  of
Respondents
Sr. ) Number (
No |Occupatio n Respondent s Percentag e
Businessma n
1 15 37%
2 |Housewife |10 25%
Salaried
0
3 Employee U 18%
4 |Student 3 20%
Total 40 100%
Interpretation

Businessmen form the largest category of

respondents

because

gold

loans

provide

immediate financial assistance for business-

related activities.

5.4 Preference Towards Nature of Loan

The majority of respondents prefer gold loans
because of quick processing, less documentation,
and immediate availability of funds.

5.5 Duration of Using Gold Loan Services

Sr. Number (
Duration Respondents Percentage
No.
Below
0,
1 ears 4 20%

2 [2-4 Years (8 40%

3 [|4-6 Years |6 30%
IAbove

M 'Years 2 10%
Total 20 100%

Interpretation

Most respondents have been using gold loan
services for 2—4 years, indicating growing trust
and regular usage.

Sr. [Nature (Number (
Loan  |Respondents [ercentage
No.
Gold Loar|
1 30 75%
Other
2 Loans 10 25%
Total 40 100%
Interpretation
© 2026 The . Published by . Website: https://ijcope.org/ 5
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5.6 Sources of Awareness Regarding Gold Loan Services | g, Number of
Percentag
Numbe No| Purpose | Respondent
e
Source of r of | Perce S
Information Respon | ntage -
Agricultur
dents 2 7 20%
e
Personal
) ) 4 20% 3 Health 8 10%
Perception/Belief
— Other
Television/Newspape 4 13 20%
) 6 30% Purposes
rs/Magazines
Total 40 100%
Family
) 5 25%
Members/Relatives
] Interpretation
Bankers/Representati P
5 25%
ves Business purposes represent the major reason for
availing gold loans due to immediate financial
Total 20 100% requirements and working capital needs.
5.8 Customer Satisfaction Towards Gold
Loan Services
Interpretation

Mass media and interpersonal communication

play important roles in creating awareness

regarding gold loan services.

5.7 Purpose of Availing Gold Loans

Sr. Number !
No Respondent s Percentag e
Purpose
1 BusineSS 12 50%
© 2026 The . Published by

Sr. Number (
No [Satisfactio Respondent s Percentag e
Level
Highly
o
1 Satisfied 22 55%
2 |Satisfied 12 30%
3 [Dissatisfied |6 15%
Total 40 100%
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2. Male respondents are more involved in
gold loan usage compared to female respondents.

Muthoot Finance. 3. Businessmen constitute the largest
occupational category among respondents.
5.9 Monthly Income-wise Classification of
Respondents 4, Gold loans are preferred because of
quick approval and easy processing.
Sr. [Monthly [Number ( 5. Television and print media are major
No Income  [Respondents |ercentage sources of awareness.
6. Business activities represent the primary
Below purpose for availing gold loans.
1 7 20%
X10,000 7. Most respondents are satisfied with the
services offered by Muthoot Finance.
%10,000— .
D 10 15% 8. Gold loans are widely used across
30,000 different income groups.
230,000~ 7. Discussion
3 12 15%
<1,00,000 The study indicates that consumers perceive gold
loans as a convenient and reliable source of
Above finance. The preference for gold loans is
4 11 50% o .
21.00.000 primarily influenced by quick loan approval,
o simple documentation procedures, and easy
availability of funds.
Total 40 100%
The findings also suggest that media advertising
Interpretation and interpersonal
communication significantly affect awareness
Higher-income respondents are cregt%on. High customer satisfaction reflects
comparatively more involved in availing gold positive  consumer
loan services for business and emergency
financial needs.
6. Findings of the Study
1. Middle-aged respondents form the
major consumer group for gold loan services.
© 2026 The . Published by . Website: https://ijcope.org/ 7
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perception toward the services offered by
Muthoot Finance.

Business-related borrowing emerged as the most
significant purpose of availing gold loans,
indicating that consumers view gold loans not
only as emergency funding tools but also as
support for income-generating activities.

8. Managerial / Practical Implications

1. Financial institutions should continue
promoting quick and hassle-free loan processing
procedures.

2. Awareness campaigns should focus

more on women and younger consumers.

3. Personalized communication

through representatives can improve customer

trust.

4. Customer education regarding interest
rates and repayment policies should be
enhanced.

5. Digital awareness campaigns may

further increase market penetration.

9. Limitations of the Study

I. The sample size of the study is limited.

2. The study uses convenience sampling,
which may restrict generalization.

3. Some sections of the collected data are
based on 20 instead of 40
respondents.

respondents

4. The study is limited to one financial
institution only.

5. Advanced statistical techniques were
not used in the analysis.
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10. Conclus
ion

The study concludes that consumers hold a
positive perception regarding gold loan services
offered by Muthoot Finance. Gold loans are
preferred because of their convenience, quick
processing, minimal documentation, and easy
accessibility.

Businessmen and middle-aged consumers form
the major customer base, while media and
personal important
awareness channels. The majority of respondents

communication act as

are satisfied with the services and are willing to
recommend them to others.

Overall, the study highlights the growing
importance of gold loans in meeting short-term
financial requirements and emphasizes the strong
market position of Muthoot Finance in the gold
loan sector.
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12. Appendix

Questionnaire

1. Age Group

2. Gender

3. Occupation

4. Preferred Type of Loan

5. Duration of Using Gold Loan Services
6. Source of Awareness Regarding Gold Loans
7. Purpose of Availing Gold Loan

8. Satisfaction Level Towards Gold Loan Services
9. Monthly Income Level
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