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Abstract- The number of women using microfinance in Saudi Arabia has been increasing in recent times. With Vision 2030 
supporting female entrepreneurship and empowerment, Saudi women are gradually shifting their traditional roles by 
establishing enterprises and contributing to the growth and change of the Saudi economy. The study pays particular attention 
to women, who are of low-income and use microfinance institutes as a means of support and poverty alleviation. The 
research is a pilot study that focuses on the female clients at the Jana institution in Saudi Arabia, and in order to support 
sustainability within the client’s’ micro-entrepreneurship it is significant that the needs of the clients are met. The data-
sampling comprised of a total of 200 female clients and the data was collected through an adaptation of Cohen’s (2000) 
Customer Client Satisfaction Method. The findings indicated a series of factors that needed modification. The researcher 
concluded by proposing solutions to the Jana institution and paved the pathway for other microfinance institutions in Saudi 
Arabia to take heed and determine the needs of their clients to enable sustainability, the positive impact of retention, an 
increase in profits, reputation and promotion.  
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I. INTRODUCTION 
 
Microfinance refers to making small loans available 
to those on low incomes (Khan 2008) and it provides 
clients with access to small financial sources, such as 
loans for low-income households without collateral 
and neglected by banks (Wrenn 2007). Microfinance 
is a trend that is gaining popularity in Saudi Arabia 
because it is viewed as one of the global means that is 
aligned with Vision 2030 for alleviating poverty, 
supporting enterprises, empowering individuals and 
economically expanding a household (Aloulou 2018). 
Research shows that the clients are increasing in 
numbers, especially Saudi women, and the reasons 
are numerous but unemployment and low-income are 
prominent (Al-Aboud and Faisal 2016).  However, 
the research interest is not in the usage of 
microfinance but in the institutions. According to 
Pawlak (2002) the microfinance industry has been a 
profit focused-business that is careless of the needs of 
the clients. A consensus belief amongst microfinance 
institutes is that the client’s need the institute and the 
institute does not need the clients. The approach of 
taking into consideration the clientele’s needs by 
developing programs, products and services are 
unfortunately not perceived as important (Cohen 
2003). Therefore, Bernard et al. (2016) argues that 
shifting attention and assessing clients’ needs are an 
important factor for maintaining and increasing the 
usages of microfinance. Bernard et al. (2016) 
suggests that microfinance offers services to women 
as a means to empower them and facilitate their 
entrepreneur success. However, Bernard et al. (2016) 
states that issues exists amongst women who uses 
microfinance services, as these services may be 

deficient in sustaining entrepreneurial success and fail 
to facilitate the actual needs of the clients, hence 
indicating the significance of paying attention to 
clientele needs. As a result, the research advocates 
that to conduct research in this area enables 
microfinance institutes in Saudi Arabia to understand 
not only the uses of financial services but how to 
deliver products, programs and services that best 
respond to meeting the client’s needs. The current 
support of the Vision, opens a new path and means of 
exploration with the skills and strategies that women 
can contribute to the economic development of the 
kingdom. Such contribution, could be the investment 
of enterprises and becoming entrepreneurs. Thus, 
microfinance facilitates this contribution to women 
who come from poorer households, so that they may 
also be part of the economic change and growth. By 
determining the needs, the study shifts from viewing 
microfinance institutes as a source of providing 
finance to small scale entrepreneurs to institutes that 
should meet their clientele needs and modify 
programs, services and products to sustain micro-
entrepreneurship. There are six microfinance 
institutions in Saudi Arabia and the research will pay 
particular attention to the microfinance institution 
called Jana Grameen as a pilot study, and this 
institute holds eleven branches across the kingdom. 
The study will aim to determine to what extent the 
needs of the clients within Jana are being met, and to 
what extent is the institute supporting the clients to 
sustain their micro-entrepreneurship. 
 
II. METHODOLOGY 
 
2.1. Research Approach  
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The research adapts Cohen’s (2000) Client 
Satisfaction method as outlined by researchers of 
microfinance clients in the SEEP/AIMs network. The 
method was designed to understand the needs of the 
clients by assessing their reactions or opinions of the 
institute’s services programs and deliverances. The 
method seeks the opinions of the clients, by using a 
questionnaire to determine the likes and dislikes of a 
specific factor of the microfinance institute to 
determine if the needs of the client are being met. If 
the findings show the factors of the institute failing to 
meet the needs, then the findings of the method will 
help identify what factors needs to be improved or are 
not working as well as they could.  
The research was non-experimental and descriptive, 
as it incorporates a questionnaire approach and 
enables the researcher to draw theoretical 
implications and conclusions based on the results. 
The researcher used primary sources of both 
qualitative data to collect in depth information of the 
clients and quantitative data to look at the statistics of 
the type and quantity of clients that participate in 
microfinance. Secondary sources were used to extract 
essential information from the Jana institute on the 
type of clients they employ and explore other 
researches of similar studies. The research sample 
consisted of a random selection of Saudi female 
micro-entrepreneurs, who were clients at Jana for 
more than a day. The data for was obtained over a 
time span of exactly 14 days. The number of 
respondents accumulated to 311 clients. However, 
200 clients were selected for the analysis process. 
 
2.2. Research Design 
The design of the questionnaire is divided into three 
sections. Section one analyses the background 
information of the type of clients, section two 
analyses the relationship between the clients and the 
Jana institution and section three examines the likes, 
dislikes and recommendation for improvements. The 
analysis process consisted of using Statistical 
Package for the Social Sciences (SPSS) for the 
quantitative data, using descriptive analysis-
frequencies and Pearson correlations, to provide 
reliable and valid results. For the qualitative results, 
the data was imported into the Summary of Client  
Satisfaction Reporting Matrix and then the technique 
of grouping and coding was used to determine the 
results.  
 
III. RESULTS AND DISCUSSION 
 
3.1. Section 1: Background Information  
The findings in Fig.2 show that all types of women 
are clients, from those who are married to those who 
are widowed. In previous years in Saudi Arabia, 
women were subjected to traditional and domestic 
roles that aligned with their gender. However, in 
recent time, controversies over the role of women are 
increasing and the shift towards women participating 

in the work-force, is enabling women to face great 
challenges, barriers and hostility (AlMunajjed 2009). 
On the contrary, the findings show that clients at 
Jana appear to counter the controversy by 
empowering themselves through micro-
entrepreneurship. 
 
Furthermore, the research advocates that 
microfinance clients should not only be labelled as 
poor or women of low-household income, but as 
women who have overcome the traditional roles of 
women empowering themselves and contributing to 
the positive change of an economic situation. A key 
reasoning for this is that not only does the findings 
show that married and middle-aged women are 
clients of Jana, but the findings also show that 16 per 
cent are under 25 and 31.5 per cent  are aged between 
26-35 years old. This indicates that the younger 
females are amongst the clients and according to 
Nahmias (2015) the developing nation of youth is 
becoming a topic of interest amongst microfinance 
institutions.  
 
The importance of education level entails good 
knowledge and the development of skills and 
strategies to sustain a business (Al-Shahrani 2016). 
The findings in Fig.3 show that only 31.5 per cent out 
of the 100 per cent have acquired higher education 
studies and that 18 per cent have lower education 
studies and 7.5per cent have absolutely no education. 
Nevertheless, the knowledge, competency, skills and 
strategies required to establish a business can be 
compensated through work experience, as not all 
leaners are academics and some may be by a hands 
on approach (Al-Shahrani 2016). 
 
However, the findings in Fig. 4 shows that 55.5 per 
cent of the clients have no work experience; this is 
just above half of the clients that are sampled (200), 
which indicates that the number is greater in reality. 
The correlation of no experience with a high number 
of low experience participants indicates an issue and 
a barrier that may affect sustainability. 

 

 
Fig.1. Outline of Research Design. 
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Fig.2. Marital Status 

 
Fig.3. Highest Level of Education 

 
Fig.4. Previous Work Experience 

 
3.2. Section 2: The Relationship between Jana and 
the Clients.  
The findings show that majority of the clients are 
from productive/promising families and 64% view 
Jana as a haven for female empowerment. Loans of 
more than 10,000sar have been taken out to begin  
 
micro businesses, which suggests that the women are 
motivated to thrive and increase their household 
income. With Vision 2030, Saudi Arabia aims to 
alleviate poverty and boost economic growth, and 
microfinance is one of the means to achieve such 
goals. The evidence in the data shows that the 
majority of women have joined in less than two years 
compared to the results of those who joined five years 
ago, and a substantial number of loan have been taken 
out and this is a positive impact on economic growth. 
However, it is only positive if the business can be 
sustained. Nevertheless, the findings suggests that 
Jana is developing a positive reputation and 

relationship with its clients by being part of the 
movement and supporting women’s financial 
situation as the numbers of clients are increasing 
rapidly. 
The findings show that the increase in the number of 
years that a client at Jana has their business, then 
there is a tendency that the client will show an 
increase in their loan sizes or savings, as the 
correlation between all these variables are positively 
significant. Thus, showing the importance of meeting 
the clients’ needs in order to enable retention and 
maintain sustainability. The correlation in Table 1. 
indicates that these variables contain positive and 
significant correlation. The variables show that if one 
variable increases with positive correlation, the other 
variable will also increase. The p level of .000, 
indicates a perfect correlation that exists within these 
variables. 

Table 1. Correlations 

 
 

3.3. Section 3: Likes, Dislikes and 
Recommendations for Improvements 
The results of the data show that clients have openly 
expressed their likes and dislikes. The findings show 
that the interest rate, staff support the packaging of 
the products, the loan officer and the individual 
consulting assistance meets the needs of clients. 
However, other factors such as female support, 
community support initial loan size, grace period, the  
 
number of payments installments, trainings and 
workshops, frequency of meetings and events and 
activities, are factors that have not met with the needs 
of the clients and clients have expressed their 
dislikes. Several are discussed in detail:  
According to Hoda and Gupta (2015) the support 
provided from a unity of women or groups can be 
vital in strengthening the confidence and 
sustainability of micro-enterprises. The findings in 
the data show that 58 per cent of the clients have 
expressed their dislikes in regards to female support 
in Jana and stated that the unity and support of 
women lacks in Jana. The clients stated that for 
women to initially participate in microfinance, 
already takes a lot of effort socially, mentally and 
physically, as different women come from different 
backgrounds, and each one has a story to tell.  
Therefore, the clients strongly suggested that it is 
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vital that women unity is promoted in Jana and 
women are provided with the support of each other in 
order to maintain success and sustainability.   
According to Robert et al. (2013) microfinance 
trainings occurs quarterly and the institutions do not 
keep any training mechanisms for developing the 
knowledge and skills of the clients. The findings 
show that 41per cent of the clients have stated that 
they are satisfied with the training that Jana provides 
and 59 per cent have said that they need consistent 
training on how to develop their products, 
communicate with customers and enables them to 
develop their financial skills. The findings also show 
that 53 per cent thought that the loan sizes were small 
and not enough for them to start their projects. 
According to Kwame (2012) other research studies 
on clientele needs have expressed similar results 
regarding initial loan sizes not being enough to start 
projects. Loans are not enough to meet their demands 
and set up their projects, and some, consequently, 
shop from other sources to make up the rest of the 
money. 
 
3.4. Proposed Solutions  
From the findings of the quantitative data and 
qualitative data, solutions were proposed for Jana to 
meet the needs of their clients and provide support to   
sustain their micro-entrepreneurship: 
 To encourage meaningful events that 
promote female unity.  
 To provide trainings and workshops that are 
frequent and consistent.  
 Establish an educational system that is 
consistent and frequent. 
 
 To potentially reassess loan size.  
 Establish communication development 
courses.  
 Establish a coherent and consistent 
educational system.  
 Introduce micro-entrepreneurship activities 
that allow women to engage and develop new 
strategies.  
 To conduct further research on Saudi women 
as clients of microfinance.  
 
CONCLUSIONS 
 
With the increase in the unemployment rate, 
saudization and economy change, Saudis are in need 
of work. Thus, microfinance is an option promoted by 
the Ministry of Labor, and institutions like Jana 
encourage women to use microfinance as a means of 
poverty alleviation. The importance lies in the idea 
that meeting the needs of the clients and supporting 
the sustainability of their micro-entrepreneurship will 
enable a successful business and create an increase in 
profits. As a result, this research is the first to be 
conducted in Saudi Arabia and has provided a 

prominent opportunity for other microfinance 
institutions in Saudi to take heed. Data on their 
clients’ statistics shows that there is a substantial 
number of women who fall below the poverty line 
and who have turned to micro-finance as a means to 
support their family and invest in micro-enterprises 
(United Country Nations Team 2015). Therefore, 
conducting research into this field contributes to 
Vision 2030 by shedding light on an area that 
contributes to the empowerment of low-income 
women through entrepreneurship and women in the 
work-force.  
 
ACKNOWLEDGMENTS 
 
First, I would like to thank Allah, for granting me the 
patience, dedication, and belief to complete this 
research. Secondly, my sincere gratitude is expressed 
to my supervisor, Dr. Jaizah Othman. I would like to 
thank the Director of Jana for giving me the 
opportunity to conduct this research and encourage 
their clients’ participation in this research. I would 
like to thank the staffs of PNU and DCU for their 
support for the research. Last but not least, I would 
like to thank my Mother and Father who have 
endured the process of my research and expressed 
their consistent support, and my sister and brothers 
who were near me throughout the entire duration of 
the research.  
 
REFERENCES 
 
[1] Al-Aboud, O. and Faisal, M. (2016). Challenges and 

Prospects of Micro Finance Institutions: A detailed Study in 
India and Saudi Arabia. Journal of Finance and Accounting, 7 
(6) pp. 124-193.  

[2] AlMunajjed, M. (2009). Women’s Education in Saudi 
Arabia: The Way Forward. New York: Booz and Company 
Inc. 

[3] Al-Shahrani, H. F. (2016). Strategies to Empower Saudi 
Women’s Educational Attainment and Work; International 
Journal of Social Work and Human Services Practice Horizon 
Research, 4 (1) pp.1-18 

[4] Bernard, K. T. Kevin, T. L. and Khan, A. (2016). 
Entrepreneurial Success through Microfinance Services 
among Women Entrepreneurs in Sri Lanka: A Pilot Study 
and Overview of the Findings. International Journal of 
Economics and Financial Issues, 6 (3) pp.1114-1150.    

[5] Cohen, M. (2000). SEEP/AIMs Learning from Clients: 
Assessment Tools for Microfinance Practitioners. 
Washington D.C: The SEEP Network.   

[6] Cohen, M. (2003). Market Research for Microfinance: 
Detecting Needs beyond the Numbers. [Online] Available at: 
https://www.microfinancegateway.org/library/market-
research-microfinance-detecting-needs-beyond-numbers 
[Accessed 28th February 2018].   

[7] Hoda, N..and Gupta, S. (2015). Client Satisfaction in Faith 
Based Microfinance: A comparison with Mainstream Models 
of Microfinance. Journal of Economic Cooperation and 
Development, 36 (2) pp. 23-36.  

[8] Khan, A. A. (2008). Islamic Microfinance Theory, Policy and 
Practice. Islamic Relief Worldwide. Birmingham: United 
Kingdom.  

[9] Kwame, O. B. (2012). An Assessment of Customer 
Satisfaction in the Microfinance Industry: A Case Study of 
Opportunity International Savings and Loans Limited. 
African Journal of Marketing Management [online] Volume 



International Journal of Management and Applied Science, ISSN: 2394-7926                                                 Volume-4, Issue-9, Sep.-2018 
http://iraj.in 

The Clients’ Needs in Microfinance and The Support of The Sustainability of Micro-Entrpeneurship in Saudi Arabia: A Case Study at Jana 
Institution 

 
79 

5 (2), pp.26-37. Available at: 
http://ir.knust.edu.gh/bitstream/123456789/4812/1/Owusu-
Boateng%2C%20Kwame.pdf [Accessed 17th March 2018].  

[10] Nahmias, P. (2015). Population Division: Changing Age 
Structures and their Impact: Youth. New York: UN, 
Department of Economic and Social Affairs. 

[11] Pawlak, K. (2002). Client Focused Microfinance:  A Review 
of Information Sources. Micro-Save Briefing, 17 (1) pp. 1-8.  

[12] Robert, K. Natambe, B. Zulaika, N. Akankunda, B. and 
Esther, A. (2013). Examining the levels of financial literacy 

and outreach of microfinance institutions in Uganda. Issues in 
Business Management and Economics. 1 (7) pp.193-199. 

[13] Wrenn, E. (2007). Perceptions of the Impact of Microfinance 
on Livelihood Security. Dublin: Kimmage DSC.  

[14] United Nations Country Team, (2015). Common Country 
Analysis: Kingdom of Saudi Arabia. [Online] Available at: 
https://ims.undg.org/downloadFile/717e946878e45d1ef82b03
e6aebda09a3e2be616ecef765808b74efb376c073f [Accessed 
10th February. 2018].  

 
 
 
 
 
 

 


