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m Bethlehem
m Gaza

® Hebron

™ Jenin

M Jericho

W Nablus

m Ramallah

m Tubas

® Tulkarm




= Female

mMale




Marital Status

m Divorced
mMarried
= Single

= Widow






u Camp

u City

uVillage




Education Level

m Bachelor's degree

m High school or below
= Higher Diploma

® Intermediate diploma
u Master

= Ph.D







Own a Bank account?




Have your been granted Credit Facilities
from other financial institutions




Client's Relationship with ACAD-F

m Existing Client

mNew Client




Number of Years with
ACAD-F

5%

m<5years
u 5-10 years
»>10years




Loan Amount

8%

= 500 -6000%
= 6001-14999%
=>15000%







CUSTOMER SERVICE

= Strongly Agree ™ Agree = Neutral wDisagree = Strongly Disagree

52.39% 53.70%

I Iu“
7.04%
iR |442% Ium Sa%
. 0.60%0.00%

. -
s 0.24%0.00% 1:31%0.12% I 0:60%0,00% | [ 0.48%0.00%

The employees in the company  The locations of the company's  The loan officer in the company The loan officer informs me ofthe  The loan officer gives clear
have a good awareness of how to branches are easily accessible provides sufficient and clear actual interest rate and answers to all my questions
deal with customers information regarding the lending commission clearly and
process and loan information transparently
(monthly payment value,
repayment schedule,...)

. ) 8.31%
9.90%
561% 597% 5.25% 304%
1.55%,

1.79%1.55% 1.19% .
L e I 1.19% 129, P 0.36%0.00% I 0.72%0.00%

ACAD employees do not resort to  The loan officers are sufficiently | think that the process of The company's managementis | feel comfortable and safe while
bullying, threats or mishandling familiar with the project commubnicating with the keen on fair treatment among all dealing with ACAD
company's employees is an easy  clients without discrimination,
and smooth process nepotism or nepotism




PRODUCTS

= Strongly Agree = Agree Neutral » Disagree
51.07% 51.91% 51.19%
3747
34,96
30.91
3 37%
19.31%
3.70%
2.51%
: 43% 72% o.12% B 0.00%

There is a variety of
products offered by the commensurate with my  match my monthly income
company that meet my  financial needs to finance

needs the project

49.40%

430% 5.25%
e -

The grace period granted | think the interest rate on | think the fee rate charged
to me is consistent with the  the loan is reasonable for the loan is reasonable
nature of the project

3 10%

The size of the loanis  The monthly loan payments | think that the required

42.84%
37.47% 38.42
33.05
27.21 27.92
0.88%
. 8.50%
1.93% 2 41 %
T 9.19%
7.64%

= Strongly Disagree
47.14% 48.33%
35.56 34.96
4.20%
2. 65%
2.74% g
o 0:36% o 122

| think the loan term is
guarantees are easy and suitable for my project
simple needs

44.87% 45,62

9.31%

3.94%

2.15%
P o.36% o 0-48%
The procedures for The company provides
obtaining a loan fromthe  convenient and easy-to-
company are smooth and access payment channels
convenient

It is evident that on average 81.28% of the
answers are concentrated around agreeing
and strongly agreeing, where’s 13.39% of
the answers (on average) were neutral and
5.33% of the answers (on average) were
concentrated around strongly disagreeing
and disagreeing. This suggests that in
general, 81.28% of the sample received
believes that products offered by ACAD-F is
of great variety to match the needs of clients
and that the size, monthly payments,
required guarantees, and grace period
offered are suitable. However, in relation to
the questions related to the reasonableness
of the interest rate and fees charged, the
percentage of clients strongly disagreeing
and disagreeing were the highest with a
value of 14.44% and 10.74%, respectively.
This suggests that clients believes that the
Interest rate and fees charged by ACAD-F
are relatively high.




g

Complaints Environment

Evaluation of privacy,
complaints’ handling,
environment, and a

‘ general assessment of
| each client’s experience.

Privacy General
Assessment



Complaints

41.53% 42.00%5 458

0.36% 1.07%  .129% 0.48%
=

Strongly Agree Agree Disagree Strongly Disagree

= The company provides easy mechanisms and procedures for filing complaints (complaints box
in branches, phone number, ...)

u The company receives, follows up and addresses complaints in a short time (not exceeding 10
working days).



Privacy

52.03%

41.53% 41 .65%43'79%

14.20%

0.24% 0.48% 0.00% 0.00%

Strongly Agree Agree Disagree Strongly Disagree

= The Company maintains the confidentiality, security and accuracy of my financial and personal
transactions

= The company maintains accurate and organized records about clients' transactions and various
matters related to them




Environment

53.70%

49.40%

40.21%

37.95%

11.10%

0.48% 143%  024% 0.12%

Strongly Agree Agree Neutral Disagree Strongly Disagree

m | believe the work environment and company facilities are comfortable, safe and clean

= | have an interest in the impact of the project on the environment when considering the
establishment, implementation or management of my project

On average, 93.91% agree and
strongly agree that ACAD-F's
environment and facilities are
comfortable, safe, and clean, while
5.37% have a neutral opinion and
only 0.72% disagree and strongly
disagree. On the other hand,
87.35%, on average, agree and
strongly agree that they have an
interest in the impact of their
projects on the environment, while
11.10% had a neutral opinion, and
only 1.55% disagreed and strongly
disagreed.



Reborrow from ACAD-F or recommend it to
— someone?

m In the event that you need other loans, ACAD will be your best choice

= | will advise my friends and acquaintances to take a loan from ACAD




Evaluation of overall experience

53.58%

Strongly Agree Agree Disagree Strongly Disagree

m Are you satisfied with your experience with ACAD in general?




