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ABSTRACT

MALLILLIN, APRIL MAE CORCINO. Level of Satisfaction of Clients on the
Government Service Insurance System Loan. Undergraduate Thesis. Bachelor of
Science in Business Management major in Financial Management. Cavite State
University, Indang, Cavite. October 2013. Adviser: Prof. Ludivinia F. Victorino.

The study was undertaken to determine the level of satisfaction of clients on the
Government Service Insurance System loan. It aimed to: (1) determine the socio-
economic profiles of the GSIS loan clients; (2) identify the characteristics of loan availed
by GSIS loan clients (3) identify the level of satisfaction of the GSIS clients; (4)
determine the relationship between the socio-economic characteristics of GSIS members
and their level of satisfaction; and (5) identify the relationship between the characteristics

of loans granted and their level of satisfaction.

The participants of the study were 250 government employees from different
schools and municipalities in lowland Cavite, namely: Tanza, Cavite City, Trece Martirez
City, Kawit, Rosario, General Trias, Imus City, Dasmarifias City, and Naic. The study
made use of frequency counts, mean, percentage, and standard deviation to describe the
profiles, sources, and allocation of funds of the participants. Likert scale was used to
measure the level of satisfaction of clients on the GSIS loan. Spearman rank correlation
coefficient and point biserial correlation coefficient were used to identify the relationship
between the socio-economic characteristics and the level of satisfaction of clients on the
GSIS loan and to identify the relationship between the loan characteristics and the level

of satisfaction of clients on the GSIS loan.
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The study found out that there is no significant relationship between the age,
household size, salary grade, length of service, monthly salary, employment status, and
educational attainment of the participants and their level of satisfaction on the GSIS loan.

The GSIS loan clients were more satisfied on consolidated loan rather than on
emergency and policy loans, because of the amount and the maturity of the loan. In the
consolidated loan, the GSIS clients can avail a large amount of loan, unlike the policy

and emergency loans.

vii



TABLE OF CONTENTS

Page

BIOGRAPHICAL DATA . ..ottt ettt e e eeaiiiianne vnns iii
ACKNOWLEDGMENT . ... i i ittt ettt e e e iieiieens iv
ABST RACT ... i ittt e ittt ettt et e vi
LIST OF TABLES . .ottt ettt tiie e iiinannns X
LISTOF APPENDIX TABLES . ...ttt e Xii
LISTOF APPENDICES . ...ttt i iiiiiiieeneeennnnn. xiii
INTRODUCTION . .ottt ittt ittt et eteteeeeeeeennnnnneennnns 1
Statement ofthe Problem . . ........ ... i it i i 2
Conceptual Framework . . . .....oviiiiin ittt it it ii e 3
Objectivesof the Study . . .....oven e 5
Significance of the Study . ... i 5

Scope and Limitationsofthe Study . . ..., 6
Definition of Terms . .. ... i i i e 6
REVIEW OF RELATED LITERATURE .. ...ttt 9
RESEARCHMETHODOLOGY . ...ttt it i i e vieennns. 16
Research Design . ...ttt i i 16
Sourcesof Data.........coiiiiiiiiiiii it i it e 16

Data Gathering Procedure . . ..........oo i i 17
ResearchInstrument . ...... ... ..o oo, 17

Data Analysis...........ooiiiiiiiiiii i 18
Statistical Treatmentof Data................................ ... ... .. 18



Socio Economic Characteristics of GSIS GSIS Loan Clients. . .............. 20
Characteristics of Loans Availed by the GSIS LoanClients .. ............... 23
Level of Satisfaction of Clients on GSIS Consolidated Loan............... 24
Level of Satisfaction of Clients on GSIS Emergency Loan................. 25
Level of Satisfaction of ClientsonPolicyLoan......................... 26
Level of Satisfaction of Clientsonthe GSISLoan........................ 28

The Relationship between the Socio-Economic
Characteristics and the level of Satisfaction of
Clientsonthe GSISLoan...........cooiiiierinrinennnnnnnnn. 28

The Relationship between the Loan Characteristics
and the Level of Satisfaction of Clients on the

GSISloan........ . ittt ittt e e 34

Overall Satisfaction of Clientsonthe GSISLoan............. .......... 36
SUMMARY, CONCLUSION, AND RECOMMENDATION .................. 38
Y11 1 38
ConCluSiOn . ... oo e e 39
Recommendation ............cooiiiiiiiiiiiiiiniiiieennnn. 39
REFERENCES . ..o i i et e e e et 41
APPENDICES . . ... e e e 48



Table

10

11

12

13

14

15

16

LIST OF TABLES

Page
Summary distribution of the participants ............................... 16
Socio economic characteristics of GSIS loanclients..................... 21
Loan characteristics availed by the GSIS loanclients ..... .............. 24
Level of satisfaction of clients on GSIS consolidatedloan ................ 25
Level of satisfaction of clients on GSIS emergency loan................... 26
Level of satisfaction of clientsonpolicyloan ........................... 27
The level of satisfaction of clientsonthe GSISloan. . .................... 28
The relationship between the age of the participants And
the level of satisfaction of clients onthe GSISloan . ................ 29
The relationship between the gender and the level
of satisfaction of clientsonthe GSISloan........................ 30
The relationship between the civil status and the level of
satisfaction of clientsonthe GSISloan.................... ..... 30

The relationship between the educational attainment and the level of
satisfaction of clientsonthe GSISloan . ...................... .

The relationship between the household size and the level of
satisfaction of clientsonthe GSISloan........................

The relationship between the salary grade and the level of
satisfaction of clientsonthe GSISloan.. ......................

The relationship between the length of service and the level of

satisfaction of clientsonthe GSISloan..... ..... ..............
The relationship between the employment status and the level of

satisfaction of clientsonthe GSISloan. . .......................
The relationship between the monthly salary and the level of

satisfaction of clients on the GSIS loan

ooooooooooooooooooooooooo



17  The relationship between the loan characteristics and the level of
satisfaction of clients

ooooooooooooooooooooooooooooooooooooooooooooo

ooooooooooooooooooooooooo

Xi



LIST OF APPENDIX TABLES

Appendix
Table Page
1 Amountofloanavailed . .......... ... i 44
2 The relationship between the gender and the level of
satisfaction of clientsonthe GSISloan................. .. 44
3 The relationship between the employment status and
the level of satisfaction of clients onthe GSISloan......... 45
4 The relationship between the civil status and the level
of satisfaction of clientsonthe GSISloan .. ................ 45
5 The relationship between the educational attainment and
the level of satisfaction of clients on the GSIS loan...... . ... 45
6 Overall satisfaction of clientsonthe GSISloan .. ............. 46
7 Level of satisfaction of clients on the GSIS loan .. .............. 47

Xii



Appendix

LIST OF APPENDICES

Page
Request letter to participants . . . ................ccoviunnnn.... 48
Questionnaire . . .........couiiiii e 50
Routing slip .....cooviiiiiiiiiiiiii it i, 56
Certificate of Statistician................... ... ... ..o, 58
Certificate of Englishcritic....................covvvn.. ... 60

xiii



LEVEL OF SATISFACTION OF CLIENTS ON THE GSIS LOAN

April Mae C. Mallillin

A undergraduate thesis manuscript submitted to the faculty of the Department of
Management, College of Economics, Management and Development Studies, Cavite
State University, Indang Cavite, in partial fulfillment of the requirements for the degree
of Bachelor of Science in Business Management major in Financial Management with
Contribution No. 9923 . Prepared under the supervision of Prof.
Ludivinia F. Victorino.

INTRODUCTION

An employee contributes labor and expertise to an endeavor of an employer and is
usually hired to perform specific duties which are packaged into a job. An employee is a
person who is hired to provide services to a company on a regular basis in exchange for
compensation and who does not provide these services as part of an independent
business.

According to Cullmancity Organization (n.d), a public employee is defined as any
person employed at the state, county, or municipal level of government or their
instrumentalities, including governmental corpbrations and authorities, but excluding
employees of hospitals or other health care corporations including contract employees of
those hospitals or other health care corporations, who is paid in whole or in part from

state, county or municipal funds.

One of the biggest financial institutions today is the GSIS Government Service
Insurance System (GSIS). This is agovernment owned and controlled

corporation (GOCC) of the Philippines and was created by Commonwealth Act No. 186



