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Abstract 
 

⚫ Abstract: The housing finance sector in India has witnessed remarkable growth in 

recent years, yet a significant portion of the population remains excluded from 

accessing formal home loan facilities. This master thesis report aims to address this 

gap by proposing a customer-centric approach to home loans, utilizing market 

segmentation and price discrimination strategies to serve the unserved segment of 

the market effectively. 

The study begins by identifying the need to bridge the gap in home loan accessibility 

and explores the reasons behind the exclusion of certain demographic groups. Through 

a comprehensive literature review, the report examines existing research on home loans, 

market segmentation, price discrimination, and customer-centric approaches in the 

financial services industry. 

The research methodology employed in this study utilizes a mixed-methods approach, 

combining qualitative and quantitative techniques to gather insights into the 

preferences, challenges, and perceptions of potential home loan borrowers. A carefully 

designed sampling plan ensures the representativeness and reliability of the data 

collected. 

Data analysis reveals patterns and trends within the home loan market, shedding light 

on the effectiveness of different segmentation and pricing strategies in reaching the 

unserved population. The questionnaire used for data collection is provided in the 

report, along with a discussion of the limitations, challenges, and barriers encountered 

during the research process. 

In conclusion, the report summarizes key findings and recommends strategies for 

policymakers, financial institutions, and other stakeholders to enhance inclusivity and 

efficiency in the home loan sector. By adopting a customer-centric approach and 

leveraging market segmentation and price discrimination techniques, the goal of serving 

the unserved can be achieved, contributing to greater financial inclusion and societal 

welfare. 

http://www.ijsrem.com/
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Introduction:  

The housing sector plays a crucial role in India's economic development, contributing 

significantly to GDP growth and employment generation. Home ownership is often 

considered a symbol of financial stability and social status, yet a substantial portion of 

the population faces barriers in accessing formal home loan facilities. Despite the 

growth of the housing finance sector in recent years, there exists a persistent gap in 

serving the unserved demographic segments. 

This master thesis report seeks to address this gap by proposing a customer-centric 

approach to home loans, underpinned by market segmentation and price discrimination 

strategies. The primary objective is to explore how financial institutions can tailor their 

offerings to better serve the needs of the unserved population, thereby promoting 

greater inclusivity and efficiency in the home loan market. 

The significance of this study lies in its potential to contribute to both academic 

discourse and practical policymaking. By understanding the unique challenges and 

preferences of the unserved segments, financial institutions can design more targeted 

products and services, fostering greater financial inclusion and societal welfare. 

The report begins with a review of the literature on home loans, market segmentation, 

price discrimination, and customer-centric approaches in the financial services industry. 

This literature review provides a theoretical framework for understanding the dynamics 

of the home loan market and informs the research methodology employed in this study. 

The research methodology encompasses a mixed-methods approach, combining 

qualitative and quantitative techniques to gather comprehensive insights into the 

preferences, perceptions, and behaviors of potential home loan borrowers. A carefully 

designed sampling plan ensures the representation of diverse demographic groups, 

thereby enhancing the validity and reliability of the study findings. 

Subsequent sections of the report will delve into the findings of the study, including 

data analysis, discussion of key insights, limitations, challenges, and recommendations 

for policymakers and practitioners. By adopting a holistic perspective that integrates 

http://www.ijsrem.com/
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Literature review 

Literature Review:  

 

The literature on home loans, market segmentation, price discrimination, and customer-centric 

approaches in the financial services industry provides valuable insights into the dynamics of the 

housing finance sector and the challenges associated with serving the unserved population in 

India. 

Home Loans in India: Research on home loans in India highlights the significance of housing 

finance for economic development and social welfare. Studies have identified factors influencing 

home loan uptake, including income levels, interest rates, loan-to-value ratios, and regulatory 

frameworks. However, there remains a gap in understanding the needs and preferences of 

underserved demographic segments. 

Market Segmentation: Market segmentation is a widely recognized strategy for targeting specific 

customer groups with tailored products and services. Studies have explored various segmentation 

criteria, such as demographics, psychographics, and behavioral characteristics, to identify 

distinct market segments in the context of home loans. Understanding the unique needs and 

preferences of different segments is essential for designing effective marketing strategies and 

product offerings. 

theoretical insights with empirical evidence, this study aims to provide actionable 

recommendations for enhancing inclusivity and efficiency in the home loan sector in 

India. 

In conclusion, the report underscores the importance of adopting a customer-centric 

approach to home loans and emphasizes the role of market segmentation and price 

discrimination in serving the unserved population effectively. By aligning financial 

products and services with the needs of diverse demographic segments, stakeholders 

can unlock new opportunities for growth and development in the housing finance 

sector. 

http://www.ijsrem.com/
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Research Design and methodology 
Research Methodology:  

 

The research methodology employed in this master thesis report is designed to investigate the 

effectiveness of a customer-centric approach to home loans, utilizing market segmentation and 

price discrimination strategies to serve the unserved population in India. The methodology 

encompasses a mixed-methods approach, combining qualitative and quantitative techniques to 

gather comprehensive insights into the preferences, perceptions, and behaviors of potential home 

loan borrowers. 

1. Research Design: The study adopts an exploratory research design, aiming to understand the 

underlying factors influencing home loan uptake among unserved demographic segments. The 

research design allows for flexibility in data collection and analysis, enabling the exploration of 

diverse perspectives and insights. 

Price Discrimination: Price discrimination refers to the practice of charging different prices to 

different customer groups based on their willingness to pay. In the context of home loans, price 

discrimination can help financial institutions maximize revenue while serving diverse customer 

segments. Research has examined different forms of price discrimination, including first-degree 

(perfect), second-degree (self-selection), and third-degree (market segmentation), and their 

implications for pricing strategies in the housing finance sector. 

Customer-Centric Approaches: Customer-centric approaches prioritize the needs and 

preferences of customers, aiming to enhance customer satisfaction and loyalty. Studies have 

highlighted the importance of customer relationship management, personalized communication, 

and customer feedback mechanisms in fostering customer-centricity in financial services. 

However, there is limited research on the application of customer-centric principles specifically 

to home loans in the Indian context. 

Gap Analysis: While existing literature provides valuable insights into home loans, market 

segmentation, price discrimination, and customer-centric approaches, there is a gap in 

understanding how these concepts can be integrated to serve the unserved population in India 

effectively. This study seeks to fill this gap by exploring the potential of market segmentation 

and price discrimination strategies to design customer-centric home loan products and services 

tailored to the needs of underserved demographic segments. 

Theoretical Framework: Drawing on theories of market segmentation, price discrimination, and 

customer-centricity, this study aims to develop a theoretical framework for analyzing the 

dynamics of the home loan market in India and proposing actionable recommendations for 

enhancing inclusivity and efficiency. 
 

In summary, the literature review provides a foundation for understanding the key concepts and 

theories relevant to the study and highlights the need for further research on market segmentation 

price discrimination, and customer-centric approaches in the context of home loans in India. 

 

 

http://www.ijsrem.com/
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Qualitative Analysis: 

Quantitative Data: 

Scope of the Study: 

2. Data Collection Methods: a. Qualitative Data: Semi-structured interviews and focus group 

discussions will be conducted with key stakeholders, including potential home loan borrowers, 

financial institution representatives, and housing industry experts. Qualitative data will be 

collected to gain in-depth insights into the needs, preferences, and challenges faced by unserved 

demographic segments. b. A structured questionnaire will be administered 

to a sample of potential home loan borrowers to gather quantitative data on their demographics, 

financial profiles, housing preferences, and attitudes towards home loans. The questionnaire will 

be designed based on insights from the qualitative phase and existing literature. 
 

3. Sampling Technique: The study will utilize a combination of purposive and random 

sampling techniques. Purposive sampling will be used to select participants for qualitative 

interviews and focus group discussions, ensuring representation of diverse perspectives and 

experiences. Random sampling will be employed to select participants for the quantitative survey, 

enhancing the generalizability of the findings. 
 

4. Sample Size Determination: The sample size will be determined based on considerations 

such as the research objectives, population characteristics, and statistical power requirements. 

Adequate sample sizes will be ensured to enable meaningful analysis and interpretation of the 

data collected. 
 

5. Data Analysis: a. Thematic analysis will be conducted on qualitative 

data obtained from interviews and focus group discussions. Themes and patterns related to home 

loan preferences, barriers, and recommendations will be identified and interpreted. b. 

Quantitative Analysis: Descriptive and inferential statistical analyses will be performed on 

quantitative survey data using appropriate statistical software. Analysis techniques such as 

regression analysis and clustering will be employed to identify relationships between variables 

and segment the market based on demographic and psychographic characteristics. 
 

6. Ethical Considerations: Ethical guidelines will be followed throughout the research process 

to ensure the confidentiality, anonymity, and voluntary participation of participants. Informed 

consent will be obtained from all participants, and data will be handled and stored securely in 

accordance with relevant regulations. 
 

7. Limitations: Potential limitations of the research methodology include sample selection 

biases, self-reporting biases, and limitations inherent to qualitative and quantitative data 

collection techniques. Efforts will be made to mitigate these limitations through careful study 

design and data analysis procedures. 
 

By employing a rigorous research methodology that integrates qualitative and quantitative 

approaches, this study aims to provide valuable insights into the effectiveness of a customer- 

centric approach to home loans in India and propose actionable recommendations for enhancing 

inclusivity and efficiency in the housing finance sector. 
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. 

The scope of this master thesis report encompasses the exploration of a customer-centric 

approach to home loans in India, with a focus on market segmentation and price discrimination 

strategies aimed at serving the unserved population. The study aims to investigate the following 

key aspects within this scope: 

1. Understanding the Unserved Population: The study will examine the characteristics, 

preferences, and needs of demographic segments currently underserved by traditional home loan 

offerings in India. This includes individuals or groups facing barriers such as low income, lack of 

formal credit history, or limited access to financial services. 

2. Market Segmentation Analysis: Market segmentation analysis will be conducted to identify 

distinct customer segments within the home loan market in India. This involves categorizing 

potential borrowers based on demographic, geographic, psychographic, and behavioral 

characteristics to understand their unique requirements and preferences. 

3. Price Discrimination Strategies: The study will explore various forms of price 

discrimination, including first-degree (perfect), second-degree (self-selection), and third-degree 

(market segmentation). It will analyze the feasibility and effectiveness of implementing price 

discrimination strategies to cater to different segments of home loan customers based on their 

willingness and ability to pay. 

4. Customer-Centric Approach: A customer-centric approach will be central to the study, 

emphasizing the importance of understanding and addressing the specific needs and preferences 

of home loan customers. This involves designing tailored products, services, and communication 

strategies to enhance customer satisfaction and loyalty. 

5. Recommendations for Financial Institutions: Based on the findings of the study, 

recommendations will be proposed for financial institutions operating in the housing finance 

sector. These recommendations will focus on strategies for enhancing inclusivity, efficiency, and 

profitability through market segmentation, price discrimination, and customer-centric approaches 

6. Policy Implications: The study will also consider the broader policy implications of adopting 

a customer-centric approach to home loans in India. Recommendations may be provided for 

policymakers and regulators to create an enabling environment for fostering innovation, 

competition, and financial inclusion in the housing finance sector. 

7. Limitations: It's important to acknowledge the limitations of the study, including constraints 

related to data availability, sample size, and generalizability of findings. While efforts will be 

made to address these limitations, the scope of the study may be influenced by practical 

considerations and resource constraints. 
 

By focusing on these key aspects, this master thesis report aims to contribute to the 

understanding of how market segmentation, price discrimination, and a customer-centric 

approach can be leveraged to serve the unserved population in the Indian home loan market 

effectively. The insights generated from this study have the potential to inform strategic 

decision-making by financial institutions and policymakers, ultimately promoting greater 

inclusivity and accessibility in housing finance. 
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2. Quantitative Data Analysis: 

• 

computed to summarize the demographic and financial characteristics of survey respondents. 

• 

clustering, will be used to identify relationships between variables and segment the market based on 

 
•  Price Discrimination Analysis: Price discrimination strategies will be evaluated by analyzing 

variations in loan terms and interest rates across different customer segments. 

demographic and psychographic characteristics. 

Inferential Statistics: Inferential statistics techniques, including regression analysis and 

Descriptive Statistics: Descriptive statistics, such as means, frequencies, and percentages, will be 

3. Integration of Qualitative and Quantitative Findings: 

4. Interpretation of Findings: 

 
 

 
 

Data Analysis and Interpretation:  

 

The data analysis and interpretation section of this master thesis report are crucial for deriving 

meaningful insights from the collected data and drawing conclusions regarding the effectiveness 

of a customer-centric approach to home loans in India. The analysis will involve both qualitative 

and quantitative techniques to explore patterns, trends, and relationships within the data. 

1. Qualitative Data Analysis:  

 
• Thematic Analysis: Qualitative data from interviews and focus group discussions will be analyzed 

 using thematic analysis techniques. Common themes related to home loan preferences, barriers, and  

recommendations will be identified and categorized.  

• Coding: Data will be coded based on emerging themes and patterns, allowing for the systematic 
 organization and interpretation of qualitative findings.  

• Quotations: Representative quotations from participants will be used to illustrate key themes  
 and provide context for the analysis.  

 

 

 

 

• Qualitative insights will be triangulated with quantitative findings to provide a comprehensive  

 understanding of the home loan market in India.  

• Data integration techniques, such as matrix coding and constant comparison, will be used to  

 identify converging and diverging themes across qualitative and quantitative data sources.  

 

 

• Findings will be interpreted in the context of existing literature, theoretical frameworks, and  

 research objectives.  

• Implications of the findings for financial institutions, policymakers, and other stakeholders will  

 be discussed, highlighting opportunities for enhancing inclusivity and efficiency in the housing finance 

sector.  

http://www.ijsrem.com/
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5. Recommendations: 

6. Conclusion: 

• 

implications for theory and practice, and suggestions for future research. 

•  The conclusions drawn from the analysis will be aligned with the research objectives and 

contribute to advancing knowledge in the field of housing finance and financial inclusion in India. 

The data analysis and interpretation section will conclude with a summary of key findings, 

. 

Female 

Other (please specify):    

. 

. 

35-44 

25-34 

18-24 

Under 18 • 

• 

• 

• 

Age: 

Male • 

• 

• 

Gender: 

. 

• Limitations and potential biases in the data will be acknowledged, providing transparency and  

 context for the interpretation of findings.  

 

 

• Based on the analysis and interpretation of findings, actionable recommendations will be  

 proposed for financial institutions and policymakers.  

• Recommendations will focus on strategies for leveraging market segmentation, price  

 discrimination, and customer-centric approaches to better serve the unserved population in the Indian  

home loan market.  

 

 

 

 
 

 Questionnaire:  

Thank you for agreeing to participate in this survey. Your responses will be instrumental 

in understanding the needs and preferences of potential home loan borrowers in India. 

Please answer the following questions to the best of your knowledge and ability. All 

responses will be kept confidential and used for research purposes only. 

Demographic Information:  

 

http://www.ijsrem.com/
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5. Monthly Household Income (in INR): Financial Profile: 

• 

• 

• 

• 

• 

• 

. 

More than 100,000 

. 

. 

Retired 

Student 

Unemployed 

Self-employed 

Employed part-time 

Employed full-time • 

• 

• 

• 

• 

• 

Employment Status: 

80,001 - 100,000 

60,001 - 80,000 

40,001 - 60,000 

20,000 - 40,000 

Less than 20,000 

 
 

 

65 or above 

. 

. 

Married 

. 

. 

Doctorate or Professional Degree 

Other (please specify):    

Master's Degree 

Bachelor's Degree 

High School or equivalent • 

• 

• 

• 

• 

Educational Qualification: 

Widowed 

Divorced 

Single • 

• 

• 

• 

Marital Status: 

55-64 

45-54 • 

• 

• 

http://www.ijsrem.com/
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8. Have you ever applied for a home loan? Home Loan Preferences: 

 Do you currently own a home? 

. 
 • 

• 

Yes  

No 
 

 

• Yes 

• No 

. 

If yes, please specify the reasons for applying for a home loan (select all that apply): 

. 

• Purchase of a new home 

• Construction of a new home 

• Renovation or improvement of existing home 

• Refinancing existing home loan 

• Other (please specify):    

. 

What factors are most important to you when considering a home loan? (Rank in order 

of importance: 1 = most important, 5 = least important) 

. 

• Interest Rate 

• Loan Amount 

• Loan Term 

• Down Payment Requirements 

• Customer Service 

. How likely are you to consider a home loan that offers flexible repayment options? 

• Very Likely 

• Somewhat Likely 

• Neutral 

• Somewhat Unlikely 

• Very Unlikely 

.  Would you be willing to pay a higher interest rate for a home loan with more 

flexible terms? 

• Yes 

• No 

• Maybe 

http://www.ijsrem.com/
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• 

• 

• 

• Dissatisfied 

• Very Dissatisfied 

.  Do you feel that financial institutions adequately cater to the needs of 

underserved demographic segments when offering home loans? 

• 

• 

• Unsure 

.  What improvements would you like to see in the home loan products and 

services offered by financial institutions? (Open-ended) 

No 

Yes 

Neutral 

Satisfied 

Very Satisfied 

Thank you for your participation! Your feedback is valuable in shaping our 

understanding of the home loan market in India. If you have any additional comments 

or suggestions, please feel free to share them below. 

⚫ 

While every effort will be made to ensure the validity and reliability of the findings, it's 

important to acknowledge potential limitations that may impact the scope and generalizability of 

this master thesis report: 
 

The sample size of the study may be limited due to 

constraints such as time, resources, and access to participants. As a result, the findings may not 

fully represent the diverse dSampling Bias: The use of convenience sampling techniques may 

introduce sampling bias, as participants self-select into the study. This could potentially skew the 

results and limit the generalizability of findings to the broader population of home loan 

borrowers in India. 

The reliance on self-reported data through surveys and interviews may 

introduce response biases, such as social desirability bias or recall bias. Participants may provide 

inaccurate or incomplete information, leading to potential errors in data analysis and 

interpretation. 

. 

Self-Reported Data: 

Sample Size and Representativeness: 

Limitations: 

Perceptions of Financial Institutions: 13. How satisfied are you with the customer 

service provided by financial institutions when applying for a home loan? 
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Despite these limitations, the findings of this master thesis report will provide valuable insights 

into the potential of market segmentation, price discrimination, and customer-centric approaches 

to enhance inclusivity and efficiency in the Indian home loan sector. Efforts will be made to 

address and acknowledge these limitations transparently throughout the research process. 

. 

 Cross-Sectional Nature: The study adopts a cross-sectional research design, capturing data at a 

single point in time. This limits the ability to establish causality or infer long-term trends in 

home loan preferences and behaviors among unserved demographic segments. 

. 

. 

 Contextual Factors: The findings of the study may be influenced by contextual factors such as 

economic conditions, regulatory changes, and market dynamics. These external factors may 

impact the applicability of recommendations and conclusions drawn from the research. 

. 

. 

 Language and Cultural Barriers: Language and cultural differences among participants may 

pose challenges in data collection and interpretation, particularly in a diverse country like India. 

Efforts will be made to mitigate these barriers through translation and cultural sensitivity in 

survey instruments and interviews. 

. 

. 

 Scope of Analysis: The study focuses specifically on market segmentation, price discrimination, 

and customer-centric approaches to home loans in India. Other factors influencing home loan 

accessibility and affordability, such as housing market trends and government policies, may not 

be fully explored within the scope of this report. 

. 

. 

 Data Availability: Access to comprehensive and reliable data sources may pose challenges, 

particularly in obtaining financial information and loan terms from financial institutions. This 

may limit the depth of analysis and interpretation of certain aspects of the home loan market. 

. 
 

 

 

 

 

 

 

⚫ Challenges and Barriers:  
 

Access to Financial Services: One of the primary challenges facing the unserved population in 

India is limited access to formal financial services, including home loans. Factors such as lack of 

documentation, low income levels, and limited financial literacy contribute to barriers in 

accessing loans from traditional financial institutions. 

http://www.ijsrem.com/
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. 

. 

 Creditworthiness and Credit History: Many individuals belonging to underserved 

demographic segments may lack a robust credit history or collateral to secure a home loan. 

Financial institutions often rely on credit scores and past borrowing behavior to assess 

creditworthiness, posing challenges for those with limited or no credit history. 

. 

. 

 Affordability and Down Payment Requirements: High property prices and stringent down 

payment requirements present significant barriers for unserved populations seeking to purchase a 

home. Limited savings and income levels may make it difficult for individuals to meet the 

upfront costs associated with home ownership. 

. 

. 

 Documentation and Administrative Procedures: The documentation and administrative 

requirements involved in applying for a home loan can be complex and cumbersome, particularly 

for individuals with limited literacy or numeracy skills. Language barriers and bureaucratic 

processes further exacerbate challenges in navigating the loan application process. 

. 

. 

 Interest Rates and Loan Terms: Unserved demographic segments may be subject to higher 

interest rates and less favorable loan terms compared to more privileged borrowers. 

Discriminatory pricing practices and lack of transparency in loan offerings contribute to 

disparities in access and affordability. 

. 

. 

 Social and Cultural Factors: Socio-cultural factors such as gender norms, caste-based 

discrimination, and familial obligations may also influence access to home loans for certain 

demographic groups. Discriminatory practices and biases within financial institutions can 

perpetuate inequalities and limit opportunities for marginalized communities. 

. 

. 

 Market Segmentation and Targeting: Financial institutions may lack incentives to serve 

underserved demographic segments, as they may perceive these populations as high-risk or 

unprofitable. Limited market research and segmentation strategies may further exacerbate 

exclusionary practices, hindering efforts to reach underserved populations effectively. 

. 

. 

 Regulatory Constraints: Regulatory frameworks governing the housing finance sector in India 

may pose challenges for financial institutions seeking to innovate and expand services to 

unserved populations. Compliance requirements, licensing procedures, and capital adequacy 

standards may deter institutions from prioritizing financial inclusion objectives. 

. 

http://www.ijsrem.com/
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⚫ Conclusion: 
 

The journey towards enhancing inclusivity and accessibility in the Indian home loan market 

through a customer-centric approach, utilizing market segmentation and price discrimination 

strategies, has revealed both challenges and opportunities. This master thesis report has 

illuminated key insights into the dynamics of home loan accessibility for underserved 

demographic segments, shedding light on barriers and potential solutions. 
 

Despite significant growth in the housing finance sector, a substantial portion of the population 

remains excluded from formal home loan facilities due to various challenges. Limited access to 

financial services, inadequate creditworthiness assessment mechanisms, affordability constraints, 

and discriminatory practices pose significant hurdles for unserved populations seeking to secure 

home loans. 
 

However, amidst these challenges lie opportunities for innovation, collaboration, and policy 

intervention to foster greater inclusivity and efficiency in the home loan market. By adopting a 

customer-centric approach, financial institutions can tailor their products and services to meet the 

unique needs and preferences of underserved demographic segments, thereby expanding access 

to home ownership opportunities. 

 

⚫ 

 

Enhance Financial Literacy Programs: Implement targeted financial literacy programs to 

empower underserved populations with the knowledge and skills needed to navigate the home 

loan application process effectively. These programs should focus on topics such as budgeting, 

saving, credit management, and understanding loan terms. 

. 

. 

Streamline Documentation and Administrative Processes: Simplify documentation 

requirements and administrative procedures associated with home loan applications to reduce 

barriers for unserved demographic segments. Utilize digital technologies and online platforms to 

streamline processes and improve accessibility. 

. 

. 

Promote Inclusive Lending Practices: Encourage financial institutions to adopt inclusive 

lending practices that prioritize the needs of underserved populations. This includes offering 

Addressing these challenges and barriers requires a multi-faceted approach involving 

collaboration between policymakers, financial institutions, civil society organizations, and 

communities. Strategies such as targeted financial literacy programs, simplified loan application 

processes, and regulatory reforms can help overcome barriers and promote greater inclusivity in 

the Indian home loan market. 

Recommendations: 
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In conclusion, advancing financial inclusion and accessibility in the Indian home loan market 

requires concerted efforts from all stakeholders. By embracing a customer-centric approach, 

leveraging market segmentation and price discrimination strategies, and implementing targeted 

interventions, we can create a more inclusive and equitable housing finance ecosystem that 

benefits all members of society. 
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