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Preface

“So let us braid this triple bond: that education leads nature and that practice completes education” - Desiderius Erasmus

This masterthesis is written to complete my study in Economics and Business at the Erasmus University Rotterdam. After receiving my bachelor’s degree in 2007, I decided to follow two master specializations: “marketing” and “entrepreneurship, strategy and organization economics”. This thesis is written as part of the master’s program marketing. 

The 2008 financial crisis that hit banks all around the world, has decreased consumer confidence in the banking system. This makes it even more important for banks to offer consumers the services that they require in order to restore some of the lost confidence. One very important group of consumers is the student population. At the beginning of my study my youth account was converted to a special student account, giving me a wide range of benefits and discounts. But what features are very important to students, and which parts of the student package can be cut out of the deal? This thesis tries to answer these and other questions. 

Gathering sufficient information deemed to be a challenging task. The number of respondents that filled in my online questionnaire was not sufficient, so therefore I had to find other ways to approach students. Fortunately, professor Enrico Pennings and professor Lambert van der Laan of the Erasmus School of Economics, and professor Samantha Bouwmeester of the Faculty of Social Sciences allowed me to distribute questionnaires during their lectures. 

Furthermore I would like to thank my thesis supervisor, Dr. Vardit Landsman-Schwartz for helping me in the process of writing my thesis. I would also like to thank my family and friends for all the support they have given me during some of the more stressful periods. 
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Chapter 1 Introduction
1.1 Background
Early literature recognised that marketing practices are less structured for service firms than for manufacturing firms (George and Barksdale, 1974). According to Brien and Stafford (1967) this is most evident in the commercial banking sector. Marketing research aimed at distinguishing target markets focuses mostly on consumer demographics and socio-psychological characteristics, while for banking it should focus on the criteria consumers use in making bank selection decisions (Anderson, Cox and Fulcher, 1976). So it seems to be the characteristics of the banks that matter instead of the characteristics of the consumer. 

In the early 1970s banks in the United Kingdom recognised a small target market that is extremely attractive to banks, namely students (Lewis, 1982). The reasons that students are such an interesting group are that students, once they commence their careers, receive a much higher salary than their lower educated counterparts, and they are also considered to be more financially sophisticated meaning that they need a larger range of financial products in the future (Gerrard and Cunningham, 2001). But there are also considerable downsides of this target market. Students often have a narrow portfolio of financial products, which makes them less profitable for banks. They often only have a current account and sometimes a loan or a savings account. Another downside is the large geographical mobility of students both when they are still student as well as after they have graduated and start working. This makes it more likely that they switch to another branch of the same bank, or even to a different bank when that bank makes them an attractive offer or when the student is not satisfied with his or her current bank. Finally, other banks also see the future potential of this market segment, which increases the competition among banks for these students. Therefore banks have to make their student package more attractive than that of the competition, which decreases the profit margins on student accounts, and can even result in losses now.

Nowadays practically all the large Dutch banks (ABN AMRO, ING Bank, Fortis, Rabobank, SNS Bank) have special student accounts. So even though the banks are making losses on these student accounts because of for instance the free services offered to students and the churn probability of this market segment is substantial, they are willing to invest now in the hope of maintaining these students in their future working life. 

1.2 Scientific and managerial relevance of the research

In the past many researchers have investigated the determinants of consumer bank choice for the general population. One of the first to research this topic were Anderson, Cox and Fulcher (1976) who found that convenience is very important to consumers when they choose their banks. More recent research is conducted by Ardic and Yuzereroglu (2007) who investigated a Turkish sample, Blankson, Cheng and Spears (2007) who compared the determinants of banks choice between the United States, Taiwan and Ghana and Martenson (2007) who studied a Swedish sample in the Gothenborg area.

Until now only limited research was directed at finding the main bank choice determinants for the student population. The main part of the existing literature on student bank choice is directed to the United Kingdom student population and there has also been some research effort in the Middle-East. In the United Kingdom the main contributions come from Lewis (1982), Thwaites and Vere (1995) and more recently Tank and Tyler (2005). In the Middle-East research has been conducted by among others Almossawi (2001) who focused on the student population in Bahrain and Gerrard and Cunningham (2001), who research a student sample from Singapore. Though there have been some research efforts making a cross-cultural comparison of the bank choice determinants of the general population, like the study of Blankson, Cheng and Spears (2007), there has been no formal comparison between the bank choice determinants of the different student populations so far. 

So there seems to be a gap in the research on student bank choice criteria. Therefore the main scientific contributions of my research are to fill in part of this gap by researching the Dutch student population and making a comparison to the United Kingdom and Asian student populations. This way the main bank choice criteria for the Dutch student population are revealed and insight is gained in the differences between student populations with regard to the ranking of their bank choice criteria. 

My research also has several managerial contributions. First of all it gives some insight in what students really appreciate in their banks and what parts of the student package deals are redundant according to students. Next, I am hoping to find the degree of homogeneity within the student population. Previous research, especially by Thwaites and Vere (1995) and Gerrard and Cunningham (2001), has found that the student population is not as homogeneous as is assumed by banks in their offering of the “catch-all student packages”. Finally my research provides some insight in the future behaviour of the students that currently have an account. Because of the radically changed market conditions, due to the 2008 financial crisis and the increased focus on sustainability, students might be more inclined to switch banks once they have graduated because they feel their current bank no longer fits their requirements. 

1.3 The research process and methodology
My research consists mainly out of two parts. In the first part I give a thorough review of the existing literature on student bank choice criteria. This review gives more insight in the stream of literature on this topic and yields some directions for my own research. Here I choose two studies, one from the United Kingdom and one from Asia, to use as benchmark material for the Dutch sample, and make a comparison between these two student populations with regard to the bank choice criteria. In the second part I study the Dutch student population by the means of a survey. 

The sample I use for my survey consists of Dutch students from the Erasmus University. Students from different directions of study (economics, law, psychology, etc.) are approached in order to make the sample more representative. In this questionnaire I ask some demographic questions, like living situation and the type of study pursued. Other frequently used demographic variables like age and income are of less interest in this particular study, since the age range of students is very narrow and students often have no noteworthy income from work. Another group of variables looks at the students’ current banking behaviour. Here you can think of; at which bank they now hold their current account, which factors led them to choose for this bank (parental influence, good student offer), whether they have accounts at more than one bank, what products they have at their main bank (current account, savings account, loan), how satisfied they are with their current bank and whether they are thinking about moving to another bank. Finally I ask the students to rate a list of determinants on a seven-point scale relating to a hypothetical situation. This hypothetical situation refers to what they find important when they choose a bank. I ask this hypothetical question because asking about what they considered to be important when they choose their current bank might now be influenced by the changed market conditions and the possibly long time span since they opened that account. 

To find the most important determinants for students when they choose their banks I have to rank these criteria according to their mean score. Before I can rank the criteria, I first conduct a factor analysis on the attributes that are rated by the students, since there are 31 bank choice criteria and some of these criteria might measure the same underlying concept. I perform these analyses on the entire sample, but I also control for demographic differences in order to check for homogeneity among students. So I make a division between students on multiple banking behaviour, gender, living situation and type of study pursued, and I check whether the differences I find are significant by employing a independent samples T-test on the results I find.

1.4 The research question
In my thesis the main question that is going to be answered by the research is: 

What are the main selection criteria for Dutch students when they choose their banks and how do these selection criteria compare to the selection criteria of students from the United Kingdom and Asia?

To answer this main research question I need to answer the following sub-questions:

· What are the main bank choice criteria for United Kingdom and Asian students and how do these students differ from each other?

· What are the main bank choice criteria for Dutch students?

· How homogeneous is the Dutch student population with regard to the ranking of the bank choice determinants?

· How does the ranking of the bank choice criteria of Dutch students relate to the ranking of bank choice criteria by UK and Asian students?

· What could be the main reasons for the differences between Dutch students and United Kingdom and Asian students?

Chapter 2 Banking in the Netherlands

To have a good impression of the banking environment in the Netherlands this chapter first investigates the Dutch banking market. After this exploration I give an overview of the major aspects of the offers that the main banks make to Dutch students. 

2.1 Banks in the Netherlands
Graph 1, which is the result of an investigation of the websites of the different financial institutions in the Netherlands, gives a systematic overview of the banks that are active in the Netherlands. An overview of the websites can be found in the reference section. The banks are divided on two dimensions: the size of the bank and the range of products the bank offers. As you can see from this graph, there is a large group of specialised banks focusing only on services like mortgages, personal loans, investment products or saving products. These can either be small banks, like Robein, or large organisations like AEGON. There is only a limited amount of banks that offer the entire range of products to consumers.

Graph 1
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For the division of small and large banks that offer the entire range of products, I use the results of a research performed by TOF (Totaal Onderzoek Financiële diensten, 2004). This research revealed that in the year 2004, the five banks that are labelled as large banks here control 94% of the market of client deposits. There is less information available on specialised banks about the market shares of these banks and the fact that they are all specialised in different products makes a comparison on size between these banks even harder. Therefore the lower part of the y-axis is a dotted line.

2.2 Student packages 

Since it would be too extensive to review the offers of all banks, I only focus on one particular group, namely the large banks that offer the total package. Specialised banks are not very interesting in this case since they do not offer a total student package but only a specialised product, though there might still be students that have these products. The smaller banks that do offer the total package are niche players that either focus on a specific geographical region, like Friesland bank, or that diversified themselves by for example being a sustainable bank, like the Triodos bank or ASR bank. This leaves five major bank to be analysed: ABN AMRO bank, Fortis bank, ING bank, Rabobank and SNS bank. In the subsequent sections I give an overview of the offers of these five banks and I conclude by making a comparison between the student packages of these banks. The information that you can find in these sections is coming from the internet websites from the banks. The links to these websites can be found in the reference section. 

2.2.1 ABN AMRO bank

The ABN AMRO bank has a special student package for all students from 18 to 33 years of age that receive a student grant. The main features of the package are:

· A bank card that you can use all over the world without any service charges
· Possibility to use internet banking
· An internet savings account that gives an interest rate of 2.4% 
· The possibility to bank by telephone
· An overdraft facility of €5000
· A credit card for €14 a year
· A limit on the credit of €1000 a month
· Discounts on travelling insurance
2.2.2 Fortis bank

The Fortis bank also has a special student package designed for all students aged between 17 and 27 that receive a student grant. The main features of the package are:

· A banking card free of any service charges
· The possibility of internet banking
· An internet savings account that gives an interest rate of 2.75%
· The possibility of telephone banking
· An overdraft facility of €1000
· A credit card for €11 per year
· Gifts when opening a student account
· Possibility of a special student loan at a maximum amount of €6000 
2.2.3 ING bank

The ING bank, who recently fully integrated with the Postbank, has a special student package for all students aged between 16 and 30 that receive a student grant. The main features of the student package are:

· A free banking card that you can use all over the globe
· The possibility of internet banking
· A savings account with an interest rate of 3.5% (with a minimum input of €5000)
· Checking your account balance by text message or MSN messenger
· An overdraft facility of €1000
· A credit card for €12.50 a year
· Limit on the credit card of €1000 a month
· A special student loan at a maximum amount of €5000 
· A student advisor by telephone
2.2.4 Rabobank

The Rabobank also has a special student package, though it is not really clear what the age boundaries are for this package. The main features of Rabobank’s student package are:

· A bank card that you can use all over the world
· The possibility of internet banking
· A savings account with an interest rate of 2.5%
· The possibility to bank by phone
· An overdraft facility of €1000
· A credit card for €3.40 (only in combination with a student package)
· A credit card limit of €1500 
· Possibility of a student loan to a maximum of €6000
· Direct debit of rent and tuition fees
2.2.5 SNS bank

Finally, the SNS bank also offers students a specially designed student package. This package is available to all students aged between 16 and 27 who receive a student grant. The main features of this package are:

· A worldwide banking card free of any charges
· The possibility of internet banking
· A internet savings account at a interest rate of 2.6%
· Checking the balance of the current account by text message
· An overdraft facility of €1000, with a 30% discount on the general interest rate
· A credit card for €11.25 a year
· The limit of the credit card is €800

2.2.6 Comparison between the banks

Overall there are a lot of similarities between the student offers of the different banks; they all offer the possibility of internet banking and in all cases some form of banking by telephone. Next to this they also offer students a free bank card that in most cases can be used all around the globe for transactions. There are also some differences though, that set the student packages of the different banks apart. The interest rate on savings accounts differs between the banks, though these differences are only minor. All banks provide saving accounts with interest rates between 2% and 3%, except for the ING bank who gives 3.5% interest, but here a minimum deposit of €5000 is required. The ING bank also has a internet savings account with no minimum deposit. This account has an interest rate of 2.5%, which is again quite similar to the other banks. The overdraft facility, the credit card fee and the limit of the credit card also differs between the several banks. Here these differences can be quite substantial. Some banks offer students the possibility of obtaining a loan at the bank, possibly against a reduced interest rate. Other banks try to lure students by giving them presents when opening an account, or by giving them discounts on additional products, like in the case of ABN AMRO on a travelling insurance. Finally there are also some efforts to differentiate from other banks by providing additional services like direct debit of the rent (Rabobank) or special advisor for students (ING bank). 

So it seems that the basic packages of the banks are overall quite similar. This basis consists of things like a banking card, the possibility of internet banking and some form of telephone banking, and the possibility of opening a savings account. The banks try to differentiate themselves through the size of the overdraft facility, the costs and limit of the credit card, the possibility of getting a loan for students and offering additional services or gifts. 

Chapter 3 Student bank choice criteria

In this chapter I give a thorough review of the most important literature regarding student bank choice criteria in the United Kingdom and in Asia, since most literature on this topic focuses on the United Kingdom and Asian countries. This review gives an overview of the most important bank choice criteria in previous research efforts and thus forms a benchmark to compare the Dutch student population to. This chapter concludes by making a comparison between the bank choice criteria of students found in the most recent works in the United Kingdom and Asia, partially based on the cultural differences distinguished by Hofstede. 

3.1 The United Kingdom student population

One of the first who researched the United Kingdom’s student banking behaviour was Lewis (1982). Banks in the United Kingdom introduced special student accounts in the early 1970s. These banks hoped that by attracting these students in the early stages, they could build long term relationships with these students and thus maintain them as clients when they become highly profitable after graduation. The banks started very heavy advertising campaigns to attract the school-leavers going into further education even when they were still in high school. Research by Clarke (1975) showed that many students had opened their account when they were still in high school or in the period in between high school and university. Only 34% of the students opened their account once they had arrived at the university. 

Lewis reviews the unpublished research by Brockmann-Smith (1979) who investigated the student population in the Greater Manchester area and surveyed 653 students from eleven universities about the reasons behind their choice of bank. Table 1 in the appendix shows the list of the factors under consideration. 

Ranked most important was that the location of the bank should be convenient, implying that the bank’s branch should be close to college. But students also found it important that there was a branch close to their home. Also parental influence was a very important factor in this study. This parental influence could be either that the students just follow the example of their parents by patronising the same bank, or that the student attaches a high valuation to the advise they got from their parents about which bank to patronise. The least important factor affecting the student in his or her bank choice was the name of the bank on their grant cheque. Further analysis of these results showed that the factors relating to parental influence were more important to students that opened their account before going to college, while the locational factors were more important to students who opened their account once they arrived at college. The study also found that the free gifts offered to students were not very important and that many students actually preferred a free cash incentive to a free gift incentive. Finally the study found that advertising was not a very important factor for students when opening an account. They actually stated that the students could not distinguish between the student offers of several banks and thus could not pinpoint which bank they thought had the best student offer. 

This study also sheds some light on the future banking behaviour of students. The researchers found that 11% of the respondents intended to switch to another bank after graduation and that an additional 45% were considering to move their account to another branch of the same bank. When confronted to a hypothetical situation where students were made an offer by a rival bank that was better than their current bank, 20% of the students responded that they would switch to the rival bank for sure. 

Lewis also reviews the study by Clarke, where 275 recently graduated men and women were surveyed. He found that 21% of this group had already switched to another bank, mainly because of locational inconvenience, the bank charges, impersonal service, a lack of personal contact and the inability of the bank to meet borrowing requirements. 

Lewis concludes by mentioning that all the marketing effort of banks to differentiate themselves in the eyes of students seems to be in vain because students attach relatively little value to the range of services offered by banks and the promotion by banks including their free gifts. 

More recent research on the banking behaviour of United Kingdom’s students was performed by Thwaites and Vere (1995). One of the main reasons behind this research was that a better appreciation of the student’s attitudes and behaviour was required because it appeared that students were very expensive to attract and they are less loyal than the general population. Better insight in the student’s attitudes and behaviour was crucial for banks since they were making losses on student current accounts now, by for instance reduced charges on current accounts, in anticipation of above-average profitability in the future. The reasoning behind this line of thought is that better educated consumers, once graduated, require a larger range of financial products, like mortgages, saving accounts, insurance and pension services. 

The student debt survey, published in 1992 by Barclays in conjunction with the National Union of students showed that the debt levels of the college graduates increased over time and that these graduates were very prone to switching, since 1 in 4 changed their bank because another bank had a better debt attitude. 

Thwaites and Vere identified 31 possible influences on the bank choice of students. Table 2 in the appendix gives an overview of the 10 most important influences on this choice process. One of the most striking results is that parental influence, compared to the 1982 study of Lewis, has significantly decreased in importance. This could be an indication that students have become more independent from their parents over time. But another explanation for this result could be that these studies were performed by different researchers and were conducted on different student populations within the United Kingdom. This could explain this inconsistency in the results over time. Another interesting result is the high rating of the overall student offer, which includes according to Thwaites and Vere, the availability of a free overdraft, free gifts and cash incentives. This result again contrasts the findings of Lewis, who found free gifts and overdraft facilities to be of minor importance. Overall it can be concluded that the financial awareness of students has increased over time, making them less dependent on the advice of their parents. 

Rated as most important by the students is the proximity of an ATM to their college. Proximity of a bank branch to college is less important to students. So students seem to be very at ease with the new technologies and do not need frequent personal contact at a bank branch. 
Another focus of this research is to check for homogeneity of the student population. The authors find four very distinct sub segments that should be approached with different offerings. The so-called “incentivisers” care a lot about free gifts and cash incentives and generally open their account before they go to college. The “borrowers” on the other hand are more than willing to trade these gifts and cash incentives for better borrowing terms and they spend more time comparing different offers. The “collegiates” choose a bank because of their extensive campus network of ATM machines. Finally there is still a group of “traditionalists” that are very much influenced by their parents. This group does exhibit greater levels of loyalty to their current bank. 

The latest scientific research performed in the field of student bank choice behaviour in the United Kingdom was conducted by Tank and Tyler (2005). One of the major changes for students was the abolishment of the grant system which made them more dependent on their parents and their banks. Therefore the special student packages offered by the banks have become more extensive since the abolishment, and over time the student packages of banks have become more similar to each other which makes it harder for students to distinguish between banks purely on the basis of their offering. 

Tank and Tyler investigated a sample of 115 students of the Westminster University. The study first of all investigated the use of the banks’ marketing tools by students. It was found that in-bank branch leaflets and banks’ internet websites were the most important marketing communication tools used by students. Tank and Tyler also found that, in contrast to the findings of Thwaites and Vere, students spent little time comparing different banks, since they only use a limited range of services. Table 3 in the appendix gives an overview of the bank selection criteria that had to be rated by students. This question related to the real situation when they opened their student account. 

From this table can be deduced that recommendations by friends and family, though rated as of minor importance in the study by Thwaites and Vere (1995), is the most important bank selection criteria for students. So it seems that parental influence has again increased, maybe because of the greater reliance on parents due to the abolishment of the grant system. Another explanation for this time inconsistency of the importance of parental influence on student bank choice could be that the results of Thwaites and Vere were biased in some way, maybe due to the sample that was studied or the way in which parental influence was measured. Also the reputation or image the financial institution holds is of great importance to students. Another striking result is that locational convenience (proximity of branch or ATM to home/university) is no longer of major importance to students. One possible explanation for this could be that the ATM network is that extensive nowadays that it no longer plays an important explicit role in the decision process. Finally advertising is the least important selection criterion in this study. 

3.2 The student population in Asia

Research efforts regarding the banking behaviour of students in the Asian region emerged more recently. Ta and Har (2000) investigated the Singaporean student population in the year 2000. In their article they state that bankers are looking for opportunities to have relationships with people who are going to develop: “They want to be there when you develop, because the more banking services you use, the more profitable the relationship with that particular customer”. 

Ta and Har (2000) point out that one important difference between European and Asian students is that it is very important for Asian Students to own a ‘healthy’ savings account. A study by Lunt (1994) indicated that Asian people have a very extensive saving culture, meaning that it is very important in these cultures to have a savings account, and a survey performed by the Straits Times (1996) indicated that 96% of all Asian students actually have a savings account. Therefore this student population could indeed prove to be already a profitable market segment for banks, on the contrary to European students who are more inclined to borrow money instead of save money. 

To measure how Singaporean undergraduates choose their bank, Ta and Har used the analytic hierarchy process (AHP) in order to obtain a detailed understanding of the bank selection process of students. The main results from this analysis are that the undergraduates in Singapore care a lot about high interest rates, which is not surprising due to the saving culture, convenient location and the overall quality of the services provided by the bank. Recommendations by friends and family are considered to be the least important for these students. Table 4 in the appendix gives an overview of the factors employed in this study. 

One year after the research by Ta and Har, Gerrard and Cunningham (2001) also investigated the Singaporean student population. Gerrard and Cunningham did not only investigate the student bank choice criteria, but also checked for homogeneity of the student population by distinguishing between the courses followed by the students, their gender and whether they engaged in multiple or single banking. 

To measure the selection criteria employed by students when choosing a bank, the authors looked at studies performed in the west. Some elements used in these studies could not be employed in this study. Examples are the interest rates on loans, since the Singaporean government does not allow students to borrow money from financial institutions, or fees for credit cards, since this is also not allowed for students, and as was already mentioned in the study by Ta and Har, Singaporean students often have a savings account. Therefore it can be concluded that these students use a very different range of products compared to students from western countries. Table 5 in the appendix shows the factors that were used in this study. All the selection criteria with a factor loading over 0.50 are grouped into seven factor groups. Rated as most important is that students want to feel secure at their bank, either because that bank is financially stable, or because they are not missing out on higher interest rates. This was to be expected, especially since a trader in Nikkei futures brought about the fall of a bank prior to this study. The second most important criterion was the availability of electronic services. Therefore it seems that these undergraduates have accepted the new technologies and prefer them to going to a bank branch for personal contact. The influence of family and of the banks’ marketing campaign only have minor influence on the student’s bank choice. 

When dividing the students according to the courses they study, their gender and their (multiple) banking behaviour, it is found that the Singaporean student population is not very homogeneous. Though the comparison between male and female students, and multiple and single bankers yielded only one significant difference, students from engineering studies and non-engineering studies seem to be very different, since engineering students rate the various criteria much higher. But since most selection criteria are ranked in the same order, there seems to be no need for Singaporean banks to diversify their offer. 

Almossawi (2001) investigated the student population in Bahrain. Bahrain is considered to take in a prominent and important position in the Middle east with regard to the area of banking and finance. The student population and the youth segment in general are a very large and important segment in Bahrain. This group not only accounts for 15.5% of the total population, they are also known to be good savers. Almossawi surveyed 1000 students from the University of Bahrain. One remarkable finding compared to other studies is that only 19% of the students in this sample already have a bank account. Those students that do have a bank account often have no personal contact with their bank, since it was often chosen for them by their parents. 

Table 6 in the appendix gives an overview of the bank selection criteria used in this study. The most important criteria were convenient ATM locations, availability of ATM in several locations, bank’s reputation, 24 hour availability of ATM services and available parking space nearby. So automated teller machines seem to play a very prominent role in the selection process of Bahraini students. Factors that were not important to these students were: the employer uses the same bank, recommendations of friends and family, banking by mail and reception received at the bank. Overall it seems that students, in their bank selection put more emphasis on the factors which give them quick and convenient access to the bank services, since they prefer bank contact through ATM rather than personal contact at the bank’s branch. Finally students in Bahrain seem to want to act very independent, since recommendations by friends and relatives only play a minor role. 

3.3 Comparison between UK and Asian students 

In the sections above the main studies regarding United Kingdom and Asian student bank choice determinants were extensively reviewed. In this section the two student populations are compared to each other. Since the Asian studies are more recent I compare the most recent UK study to the most recent Asian study. There are two Asian studies meeting this requirement, namely that of Gerrard and Cunningham and that of Almossawi. The United Kingdom study that is used as comparison material is that of Tank and Tyler. An investigation of the bank choice criteria used in the Asian studies shows that the study of Almossawi is most comparable to the study of Tank and Tyler. Therefore these two studies are used in this comparison. 

Before investigating and comparing the bank choice criteria I first analyse the cultural differences between United Kingdom and Bahraini students using Hofstede’s cultural dimensions (Basabe et al, 2002). Hofstede’s framework consists of five dimensions: power distance, individualism versus collectivism, masculinity versus femininity, uncertainty avoidance and long-term orientation versus short-term orientation. Cultures that score high on power distance are cultures where people who are less powerful feel and accept that power is distributed very unequally. Individualist societies have very loose ties between individuals, while collectivist societies are societies where people are integrated in very cohesive in-groups. Masculine societies can be described best by assertiveness and competition, while feminine societies can best be described by modesty and caring about 

others. Uncertainty avoidance refers to degree of risk a person is willing to take. Finally values associated with a long-term orientation are thrift and perseverance, while values associated with a short-term orientation are respect for tradition, fulfilling social obligations and protecting one’s face. This last dimension is not investigated for all countries though. Since this dimension was investigated for the United Kingdom, but not for Bahrain it is not considered here. 
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Graph 1
Hofstede’s cultural dimensions for UK and Bahrain

Graph 1 gives an overview of the four cultural dimensions for the United Kingdom and Bahrain.

The degree of power distance seems to be much larger in Bahrain than in the United Kingdom. Bahrain is a more collectivist society, while the United Kingdom is a more individualistic society. There are no large differences regarding the degree of masculinity. Finally Bahrain scores much higher with regard to uncertainty avoidance. It should be noted that these indices are concerning the entire society, while this study concerns the student population. Therefore it could be possible that these values are not a good reflection of the population under investigation. However they can be used as general guidelines. 

From these results I expect that the Bahraini population, which has a more collectivist society, puts more emphasis on recommendations of friends and family, and because Bahrain scores higher on uncertainty avoidance it would be expected that the bank’s reputation is more important for Bahraini students than it is for United Kingdom students. 

When we look at the study from the United Kingdom by Tank and Tyler, we can see that recommendations by friends and family are the most important criteria determining the students’ bank choice. Surprisingly, for Bahraini students, this is one of the least important criteria in determining students’ bank choice. The second most important criterion for United Kingdom students is the reputation or image of the financial institution. This is also a very important determinant for Bahraini students, since it is ranked third in the sample of Almossawi. The third most important criterion for United Kingdom students is the level of interest rates (on savings). This criterion is not very important for Bahraini students. The opposite result was to be expected since United Kingdom students, since the abolishment of the grant system, have become more dependent on banks for loans, and thus it was to be expected that saving accounts should not be very important to these students. Asian students on the other hand are known for their saving behaviour, and thus you would expect that the level of interest on savings accounts is very important. But when we look at this in the light of the cultural dimension on uncertainty avoidance it might give an explanation. Since a higher interest rate on saving accounts could indicate a higher risk level Bahraini students might not look for the highest interest rate since they are very risk averse. In the study of Tank and Tyler free gift incentives were rated as the fourth most important determinant. Since this factor was not included in the study by Almossawi it cannot be compared. The fifth most important criterion for United Kingdom students is the ease of opening an account. This criterion was also rated as important by the Bahraini sample. 

The least important determinants for United Kingdom students are low interest rates on loans, internet banking, access to student adviser, telephone banking and advertising. The study of Almossawi used the determinant “availability of home banking facilities”. This determinant scored somewhere in the middle in this study. Low interest rates on loans also scored somewhere in the middle. The most important criteria in the Bahraini study related to ATM services. Three determinants in the top five related to these services. In the United Kingdom study the criteria relating to the ATM services scored in the middle, they ranked seventh and ninth out of a total of nineteen factors. 

From the discussion above can be deduced that United Kingdom and Bahraini students act very different in their bank selection process. While recommendations by friends and family are very important for United Kingdom students, they are of minor importance to Bahraini students. Another striking difference is the emphasis put on the interest rate on saving accounts. This is very important to United Kingdom students, but again of only minor importance to Bahraini students. Finally while Bahraini students care a lot about ATM services, this is not the case for United Kingdom students. It seems that Bahraini students put more emphasis on fast and efficient service than do United Kingdom students. There is one important similarity though between these two student populations. They both care a great deal about the reputation or image of the financial institution.

Chapter 4 Data collection process and hypotheses

In this chapter I explain the data collection process for the empirical research. Next I introduce the hypotheses that are going to be tested in the empirical research, based on the results found in the previous chapters and the cultural differences between the United Kingdom, Bahrain and the Netherlands that are investigated first using Hofstede’s cultural dimensions also explained in the previous chapter. 

4.1 Data collection process

To compare the United Kingdom’s students and Bahraini students to the Dutch student population with regard to the determinants of students’ bank choice I conduct a survey among students of the Erasmus University Rotterdam. Since the Erasmus University is a very international university I do not investigate the entire student population at this university, since the inclusion of foreign students in the sample might lead to biased results, and I believe that most foreign students are not of interest to Dutch banks, since many of these students go back to their home countries after graduation. Therefore the survey is in Dutch, though an English version of the Survey is included in the appendix. 

To make the sample both more representative and to test for homogeneity between students I sent the survey to students from different disciplines, distinguishing especially between economic or business studies and non-economic/business studies. The reason for this division is explained in section 4.2. Full time students from all ages and study years are included in the sample. 

The research takes the form of an online questionnaire, which is prepared through Thesistools, a program often used by students to conduct an online survey. The online survey was chosen for several reasons. First of all, conducting a survey through this channel is very time convenient, since you do not need to interview each respondent in person. It is also more convenient for the respondents, since they can fill in the questionnaire in their own time and an online survey could make the respondent feel more anonymous. One potential problem of the online survey is that the response rate could be significantly lower than for more traditional ways of surveying, since refusing participation is easier now. Therefore a much larger group of students has to be approached. Because I am performing a factor analysis in order to reduce the size of the problem analysed, I need a minimum amount of respondents, in order for this factor analysis to be useful. Hair et al (2005) state that you need preferably over 100 respondents. A more accurate estimation of the optimal number of respondents is that you need at least five times the number of variables in the analysis. In this case there are 31 variables, meaning that I need at least 155 respondents. In total 1200 students were approached to fill in the online questionnaire. 128 students filled in this questionnaire, though not all of them completed the questionnaire. The optimal number of respondents was thus not reached through online surveying. Therefore the printed version of the survey was hand-distributed among students in order to reach at least 155 respondents. 

The survey consists of three main parts. In the first part of the survey I ask questions with regard to the current banking behaviour of students. Here you can think of which bank they use for their main transactions, what type of account they have, what products they have at this bank, why they have chosen this bank in the past (whether their parents opened it or they opened it themselves), how long ago they opened that account, whether they have accounts at more than one bank, how satisfied they are with their main bank and if they are planning to switch banks. The second part of the survey includes some questions about future or hypothetical banking behaviour of the students. This section includes a hypothetical situation where students have to choose a bank. There is a list of 31 bank choice determinants that have to be rated on a scale of 1 to 7. I elaborate further on this in the next section. There is also a question asking to name the bank at which they would then prefer to open an account and an open-ended question asking how a bank can persuade students to open an account there. The final section includes some demographic questions, like the gender, living situation and type of study pursued. 

4.2 Hypotheses

To test the main bank choice criteria for Dutch students and to compare them with the results found for UK and Bahraini students, several hypotheses regarding the bank choice criteria have to be tested. I also test for homogeneity in the student sample as did Gerrard and Cunningham (2001) in their Singaporean study. Therefore there also are several hypotheses regarding this topic. But first of all this part starts with a cultural comparison between the three countries based on Hofstede’s cultural dimensions.

4.2.1 Cultural differences

In Chapter 3 I have already outlined the meaning of the four cultural dimensions distinguished by Hofstede; power distance, individualism versus collectivism, masculinity versus femininity, and uncertainty avoidance. In this chapter I have also made a comparison between Dutch, Bahraini and United Kingdom students on the basis of these cultural dimensions. It turned out that Bahrain has a larger power distance, is a more collectivist society and scores higher on the uncertainty avoidance index than does the United Kingdom. Graph 2 shows the scores for Bahrain and the United Kingdom as was also shown in Chapter 3, and also includes the scores for the Netherlands. 

On the dimensions of power distance and individualism the Netherlands are very similar to the United Kingdom. The Netherlands score very low on masculinity, meaning it is a very feminine society, while both the United Kingdom and Bahrain are more masculine societies. In terms of uncertainty avoidance the Netherlands score in between Bahrain and the United Kingdom.
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Graph 2
Hofstede’s cultural dimensions for UK, Bahrain and Netherlands

4.2.2 Hypotheses regarding bank choice criteria

The bank choice criteria that are going to be tested and thus used in the survey are deduced from the bank choice criteria used by Tank and Tyler (2005) and Almossawi (2001). This procedure is followed to increase comparability between the different student samples. Some of the factors were used only by Almossawi, some only by Tank and Tyler and some were used in both researches. Not all criteria from both studies are used though. Almossawi included the following factors in his study that are not used in this research: 24 hour availability of ATM services, pleasant bank atmosphere, adequate number of tellers, reception at the bank and availability of debit cards. While the factor 24 hour availability played an important role in the bank selection process of Bahraini students, it is not included in this study for two reasons. First of all almost all ATM machines in the Netherlands are always in operation, so this question would loose its relevance. The second reason is that two other criteria regarding ATM machines are included in the research, so a third question would seem redundant. The availability of debit cards is not included in the survey, since this is a standard service in the Netherlands. There is also one factor used in the study by Tank and Tyler that is not used here, namely “already had an account there”, since my research focuses on a hypothetical situation. 

Next to the factors deduced from the previous research, I also included some new factors. Two factors were actually used in the study of Gerrard and Cunningham (2001), and might also be useful in this study. These factors relate to the provision of fast and efficient service at the bank’s branch and the financial stability of the bank. The latter is especially important since it proved to be very important in the study of Gerrard and Cunningham that took place shortly after the collapse of one of the major banks in Singapore. Since this study takes place after the 2008 financial crisis it is worthwhile to see if this factor also plays an important role in the Netherlands. Added factors related to this are “the rating of the bank by an independent institution”, the “size of the bank” and the “nationality of the bank”. Finally I also include “bank invests in environmental friendly and sustainable funds” since sustainability is one of the major new trends and it is worthwhile to investigate if this trend has already penetrated the bank choice decision of students in the Netherlands.

To discriminate between which items are of major importance and which are of minor importance I decide to take the overall mean, meaning the mean of all 31 bank choice characteristics, as the discriminating value. The reason for taking this value, instead of for instance the middle value of the 7-point Likert scale (which is in this case 4), is to avoid response style biases as much as possible. Greenleaf (1992) recognised that respondents can either be “yea-sayers” or “naysayers”, meaning that a bank choice characteristic can be very unimportant even when it has a score of 4 since the respondent does not assign values of less than 4 to criteria and therefore is prone to yea-saying, or vice versa. Therefore it would give a distorted image to take the middle value as a discriminating value, since all items would be of major importance in that case. Bank choice criteria that score below the overall mean are therefore considered to be of minor importance, while bank choice criteria that score above the overall mean are considered to be of major importance. 
I have followed the same procedure for the bank choice criteria in the studies by Almossawi and Tank and Tyler and found average values of respectively 3.73 and 3.37. 

Convenient locations of branches of the bank This determinant was used in both the research of Almossawi as Tank and Tyler. It is a combination of the following three factors: “convenient location of the main branch”, “convenient branch locations” and “proximity of branch to home/university”. Even though two out of three of these factors were of major importance to both the Bahraini and UK students I do not expect this factor to be of major importance for the Dutch student population, because I feel that the internet is becoming more and more important, reducing the importance of the physical bank. I therefore hypothesise that:

H1: Convenient locations of branches of the bank are of minor importance to Dutch students when they choose a bank

Large number of bank branches This determinant was used in the study by Almossawi and was labelled “several branches”. In the Bahraini sample this determinant was only of minor importance. The main reason for this result according to Almossawi is that students rely more on other, more technologically advanced forms of contact with their banks, like through ATM machines. I feel that this may also be the case for the Dutch student population, since going to a bank branch probably takes too much time and this form of contact will only be chosen for more complex banking. Therefore I hypothesise that:

H2: A large number of bank branches are of minor importance to Dutch students when they choose a bank

Convenient ATM locations This determinant was again used in both the study of Almossawi and Tank and Tyler. Here it was labelled as respectively “convenient ATM locations” and “proximity of ATM to home/university”. In the study of Almossawi this determinant was of major importance, while in the study of Tank and Tyler it was not one of the most important determinants, though based on the total average it can still be labelled as being of major importance. Therefore I think that convenient ATM locations is also quite important for the Dutch student population and I hypothesise that:

H3: Convenient ATM locations are of major importance to Dutch students when they choose a bank

Large ATM network This determinant was also employed in both benchmark studies that are used. In the study by Almossawi this determinant was labelled “availability of ATM in several locations” and Tank and Tyler labelled it “large ATM network”. In the first study the determinant was one of the top five determinants, while in the United Kingdom study it was not extremely important, though it can still be labelled as being of major importance. These results lead me to think that this determinant also is of major importance in the Dutch sample. I therefore hypothesise that:

H4: A large ATM network is of major importance to Dutch students when they choose a bank

Low service charges This determinant was used in the study by Almossawi. By low service charges, at least in this study, I refer for instance to charges for a financial transactions card. In the Bahraini study it turned out that low service charges were not of major importance to Bahraini students. Furthermore the comparison between the different banks in chapter 2 revealed that the offers of Dutch banks with respect to service charges are quite similar and thus is not a differentiating factor here. Since I do not believe that Bahraini and Dutch students differ to a great extend on this determinant based on the cultural differences and because all the main Dutch banks do not charge any money for services like a bank card, I hypothesise that:

H5: Low service charges are of minor importance to Dutch students when they choose a bank
Paying the highest interest rate on saving accounts This determinant was used in both the study of Almossawi as in the study of Tank and Tyler where it was labelled “level of interest rates”. In the Bahraini sample this determinant was only of minor importance while in the United Kingdom study this was one of the major determinants. The interest rates on savings account do not differ to a great extend between the main Dutch banks. Furthermore, a higher interest rate often indicates a higher risk level. Before the 2008 financial crisis most people did not realise this that well. But after the collapse of Icesave, a internet saving bank, this issue has become more prominent. Since the Netherlands have an average score on the cultural dimension uncertainty avoidance I hypothesise that:

H6: Paying the highest interest rate on saving accounts is of minor importance to Dutch students when they choose a bank

Low interest rates on loans This determinant was also employed in both the benchmark studies used here. It was labelled quite similar in both studies. In the United Kingdom study it was of minor importance to the students, while in the Bahraini sample it can be labelled as being of major importance. Since Dutch students that want to lend money can turn to a government institution (IB groep) where they can lend money at a lower than commercial rate I expect that the interest rate on loans is not a very important determinant in this study. I therefore hypothesise that:

H7: Charging low interest rates on loans is of minor importance for Dutch students when they choose a bank

Recommendation by family This determinant was also used in both the study of Almossawi and Tank and Tyler. In the study of Tank and Tyler it turned out to be the most important bank choice determinant while in the study of Almossawi it was actually one of the least important selection criteria. In a previous United Kingdom study on students’ bank selection criteria by Thwaites and Vere (1995), recommendations by family turned out to be of minor importance to students. Based on these results and on the fact that the culture in the Netherlands is very individualistic I hypothesise that:

H8: Recommendations by family are of minor importance to Dutch students when they choose a bank

Recommendation by friends This determinant was used in combination with the previous determinant by Tank and Tyler and separately by Almossawi. Therefore it is again the most important determinant for students’ bank choice in the United Kingdom. In the Bahraini study it was also again one of the least important determinants. For the same reasons as lined out above I hypothesise that:

H9: Recommendations by friends are of minor importance to Dutch students when they choose a bank

Good availability of parking space This determinant was used in the study of Almossawi. Here two separate determinants were included on this topic, namely, “availability of parking space nearby” and “ the area of parking space”. In this study I have combined these two determinants into one overarching determinant: “good availability of parking space”. In the study by Almossawi both of these determinants were of major importance to the students. Since most Dutch students have a pass that gives them free entrance to public transport and thus probably don’t even have a car, I don’t expect that the concept of parking space has a great influence on student bank choice. I therefore hypothesise that:

H10: Good availability of parking space is of minor importance to Dutch students when they choose a bank. 

Availability of internet banking This determinant is a combination of four different determinants used in the benchmark studies. Almossawi used the determinants “banking by mail” and “availability of home banking facilities” and Tank and Tyler used “internet banking” and “telephone banking”. Since the overarching idea of all these determinants is quite similar, namely doing your banking at home, I felt that just one determinant to measure this concept would suffice. Since internet banking is the most widely used way of home banking I have chosen to use this as a bank choice determinant. While the determinants named above where only of minor importance for United Kingdom and Bahraini students, I do expect this determinant to be of major importance to Dutch students. One reason for this is that over time the safety of internet banking has dramatically increased. A lot of banks actually encourage this type of banking by offering those that use internet banking discounts, since this form of contact is much more inexpensive. One example of this is the ING bank. This bank is now charging those clients that do not use internet banking and prefer traditional banking for the provision of hard copy bank statements. Even though almost all the banks in the Netherlands offer the possibility of internet banking to their clients, I still believe that it is a major criterion for students when they are looking for a bank. Furthermore, though all banks have the option of internet banking, the way of internet banking and the online options might still differ between banks. I therefore hypothesise that:

H11: The availability of internet banking is of major importance to Dutch students when they choose a bank

Providing credit cards with no annual fees This determinant was used in the study by Almossawi. In this study this determinant was ranked somewhere in the middle, but it can still be labelled as being of major importance. In the Netherlands almost all banks charge a fee for the provision of a credit card. But there are many options for students to obtain a credit card and therefore many students have access to a credit card. Furthermore the analysis in chapter 2 revealed that the annual fee for credit cards differs between the main banks. While Rabobank only charges €3.40 a year, ABN AMRO bank charges €14 a year. Therefore I expect that Dutch students search for the best deal with regard to their credit card and I hypothesise that:

H12: Providing credit cards with no annual fees is of major importance for Dutch students when they choose a bank. 

Large credit card limit This bank choice determinant was employed in the study by Tank and Tyler. In this study this determinant was only of minor importance to UK students when they choose a bank. The credit card limit offered to students by Dutch banks differs substantially. Since I believe that students, who are highly educated, know that it is extremely costly to have large credit card debts, I think that students do not care about a high credit card limit. I feel they enjoy having a credit card when they go abroad, but they try to spend not so much money with their credit card. Following this reasoning I hypothesise that:

H13: A large credit card limit is of minor importance for Dutch students when they choose a bank.

Easy to open a current account This bank choice determinant was used in both benchmark studies. In the study by Almossawi it was labelled “ease of opening a current account” and it was one of the major bank choice determinants for Bahraini students. Tank and Tyler labelled it “ease of account opening” and also in this study it was one of the major bank choice selection criteria. Since it was important in both benchmark studies, I expect this determinant to be a globally important determinant and I hypothesise that:

H14: The ease of opening a current account is of major importance to Dutch students when they choose a bank.

Easy to obtain a loan This determinant was used in the Bahraini study. Almossawi labelled it “ease of obtaining loans”. This determinant was not one of the most important determinants, but it can still be labelled as being of major importance. Since Dutch students can quite easily obtain a loan from the Dutch government, I expect there is less of a need to obtain a loan from the bank, since the interest rates from the governmental loans are considerably lower. I therefore hypothesise that:

H15: The ease of obtaining a loan is of minor importance to Dutch students when they choose a bank.
Large range of services offered This bank choice criteria was used in both benchmark studies. Almossawi labelled it “variety of services offered” and Tank and Tyler called it “range of services offered”. In both studies this determinant was not one of the most important determinants, but it can still be seen as being of major importance. But since students do not yet require a large range of services, like mortgages, they might not consider this to be a top priority when they choose their banks. I therefore hypothesise that:

H16: A large range of services offered is of minor importance to Dutch students when they choose their bank
Friendly and knowledgeable bank personnel This bank choice determinant is a combination of three bank choice criteria used in the benchmark studies. Almossawi used the determinants “friendliness of bank personnel” and “confidence in bank manager”. Both these criteria can be labelled as being of major importance. Tank and Tyler used the determinant “knowledgeable/helpful staff”. This determinant was only of minor importance to UK students. Even though I expect home banking to be of major importance to Dutch students, I feel that friendly and knowledgeable bank personnel are still important to Dutch students. There is still banking that requires personal contact at the bank and that cannot be done at home behind your computer. So when you go to the bank for these matters, you want to be treated correctly by the bank personnel. I therefore hypothesise the following:

H17: Friendly and knowledgeable bank personnel is of major importance to Dutch students when they choose a bank 
Long opening hours of branch This bank choice determinant is deduced from two bank choice criteria used in the study by Almossawi. In this study the determinants “Friday banking” and bank opens afternoon” were investigated. Both these determinants were only of minor importance to Bahraini students in the bank selection process. Since I expect students to put more emphasis on home banking facilities I feel that based on this and the minor importance put on these determinants by Bahraini students, Dutch students will also not put much emphasis on this bank choice criterion. I therefore hypothesise that:

H18: Long opening hours of the bank’s branch are of minor importance to Dutch students when they choose a bank
Bank has a good reputation This bank choice determinant was used in the study of Almossawi as “bank’s reputation” and in the study of Tank and Tyler as “reputation/image of financial institution”. In both these studies this determinant was one of the major bank choice determinants. Based on these results, and the fact that the 2008 financial crisis has made consumers more cautious with regard to banks, I hypothesise that:

H19: Whether the bank has a good reputation is of major importance to Dutch students when they choose a bank. 
External appearance of the bank This determinant measures the effect of the external appearance of the bank on student bank choice. Here you can think of the building the bank is established in or what the logo sends out to the students. This determinant was also used in the study of Almossawi. In this study this determinant was only of minor importance in the bank selection process. Based on this result I hypothesise that:

H20: The external appearance of the bank is of minor importance to Dutch students when they choose a bank

Free cash incentives This bank choice determinant was used in the study by Tank and Tyler. With free cash incentives you can think of for instance a temporary action where you pay no fee for your financial transaction card, or the bank deposits an extra amount of cash on your saving account when you deposit money there. Another example of this are the discounts that ABN AMRO gives to students when they open a travelling insurance with that bank. In the study by Tank and Tyler this was one of the major bank choice determinants. Based on these results I hypothesise that:

H21: Free cash incentives are of major importance to Dutch students when they choose a bank

Large overdraft facility The purpose of overdraft facilities is to allow the current account holder to access funds beyond what they hold in their account, up to a pre-specified limit. Banks differ to some extend in the limit they set. For students it can be very convenient to have an overdraft facility, since it is a well known phenomenon that students are always short of cash by the end of the month. This determinant was also used in the study by Tank and Tyler. Here it turned out to be of major importance to United Kingdom students. Based on this result and the reasoning above I hypothesise that:

H22: A large overdraft facility is of major importance to Dutch students when they choose a bank
Free gift incentives A lot of banks offer students gifts when they open a student account at that bank, like the inflatable couch offered by the ABN AMRO bank. This determinant was employed in the study by Tank and Tyler, and it turned out to be only of minor importance. Based on these results I hypothesise that:

H23: Free gift incentives are of minor importance to Dutch students when they choose a bank
Interesting advertising Banks spend much money on advertising campaigns. Tank and Tyler took this in consideration as one of the bank choice determinants. It turned out that advertising was only of minor importance to United Kingdom students when they choose a bank. One reason for this could be that a bank is a search good (Pepall et al., 2008). For this good consumers rely less on advertising and more on other sources of information. Based on this reasoning I hypothesise that:

H24: Interesting advertising is of minor importance to Dutch students when they choose a bank
Provision of fast and efficient service This determinant was used in the study by Gerrard and Cunningham (2001), which was conducted in Singapore. This determinant did not turn out to be of major importance in this study, but I do expect this determinant to be of major importance in the Dutch sample. Even though I expect students to rely less and less on personal contact at bank since they will perform most of their banking at home, I do think that for those things that have to be arranged at the bank, fast and efficient service is very important to students. I therefore hypothesise that:

H25: Provision of fast and efficient service is of major importance to students when they choose a bank
Financial stability of the bank This determinant was also used in the study by Gerrard and Cunningham. This was one of the major bank selection criteria for Singaporean students. One of the reasons for this according to the authors is that the collapse of a large Singaporean bank just before the study was conducted, led students and other consumers as well, to pay more attention to feeling safe at their banks. Since the 2008 financial crisis has an even larger impact in this respect I hypothesise that:

H26: Financial stability of the bank is of major importance to Dutch students when they choose a bank
Rating of the bank by an independent institution Independent institutions like Moody’s investor service rate companies and banks according to their credit worthiness. This gives investors, and in the case of banks also consumers, a clear and solid indication how safe that bank is. The Rabobank, for instance, has a AAA rating, which is the highest rating possible. It turned out that this bank was the only large Dutch bank that was not in need of any government funding. Since this rating gives a good and understandable indication of the financial health of the bank, and I expect this to be of great importance especially after the 2008 financial crisis, I hypothesise that:

H27: The rating of the bank by an independent institution is of major importance to Dutch students when they choose a bank
Size of the bank Large banks often have many customers, and the collapse of such a bank would have great impact on the society as a whole. It is therefore expected that the government will do everything it can to prevent this type of bank from collapsing. Large banks might also have more resources, which would make them more resilient to large exogenous shocks like a recession, than would small banks. Based on this line of reasoning, I hypothesise that:

H28: The size of the bank is of major importance to Dutch students when they choose a bank
Nationality of the bank Recent research by one of the major Dutch newspapers (AD, 11-12-2008), revealed that Dutch consumers, after the 2008 credit crisis prefer a solid Dutch bank to deposit their savings. They feel like Dutch banks are more trustworthy and even if these banks do not pay the highest interest rate on saving accounts, they are not willing to take a chance and deposit their money at a foreign bank. Based on this research I hypothesise that:

H29: The nationality of the bank is of major importance to Dutch students when they choose a bank
Bank invests in environmental friendly and sustainable funds There is an overall increasing focus on sustainability and the environment. The cars we drive have to be less polluting and the energy we buy to heathen our house has to be green. Lately there has also been a movement that the banks have to invest in environmentally friendly funds. Banks that invested in so-called “bad” funds became front-page news. Based on this trend of sustainability I expect that students, who are highly educated and thus very aware of these issues, care about their bank investing in good funds. I therefore hypothesise that:

H30: Whether the bank invests in environmental friendly and sustainable funds is of major importance to Dutch students when they choose a bank
Availability of a personal account manager This bank choice determinant was used in the study by Tank and Tyler, though here it was labelled “access to student adviser”. In this study this bank choice criterion was only of minor importance. It could be that students do not yet have complicated financial products and therefore do not see the benefit of having a personal financial adviser. Based on this result I hypothesise that:

H31: The availability of a personal account manager is of minor importance to Dutch students when they choose a bank

Since this is quite an extensive list of hypotheses, I refer to table 7 in the appendix for a quick overview. Another possibility is to deduce the number of hypotheses through performing a factor analysis. This is not an option here though, since the underlying structure of the bank choice criteria is not known. So it is not possible to make hypotheses about these factors a priori. 

4.2.3 Hypotheses regarding student homogeneity 

Gerrard and Cunningham (2001) investigated the homogeneity of the Singaporean student population with regard to the bank choice criteria. He made a discrimination on the basis of three features; type of study followed (engineering or non-engineering study), gender and multiple versus single banking. The results showed that engineering students put more emphasis on the bank selection criteria than do non-engineering students, but the overall ranking is the same. A quite similar result was found for the male-female discrimination. There were differences between the multiple versus single banking students though. 

In this study I also test the degree of homogeneity of the Dutch student population. In my study I look at four different factors: gender, type of study followed, single versus multiple banking, and living situation. The first three discriminating factors are chosen for the obvious reason that they were also used in the study by Gerrard and Cunningham. The fourth discriminating factor, living situation is chosen because I think that students who live with their parents are in a different financial situation than students who live alone or with friends, or students who already live with their partner. Finally, while Gerrard and Cunningham distinguished between engineering and non-engineering students, I distinguish between business and non-business students. In the next section I further investigate each of the four discriminating factors and reveal the hypotheses regarding these factors.

According to a psychological study by Armdsen and Greenberg (1987) conducted on a sample of students, females score significantly higher on parent and peer attachment than males. This could be an indication that they would care more about the opinion of their parents and friends regarding their bank choice than males would. I therefore expect that females have a different and higher score on the bank choice criteria recommendations by family and friends than males.

Another psychological research performed by Slyke et al (2002), states that females are more averse to online shopping and other online activities than males and they prefer and enjoy physical shopping to a great extend. Though banking is not quite the same as shopping, this research could be an indication that females might consider the availability of online banking as less important than males and they might put more emphasis on physical contact with a bank. Therefore I expect that females have a higher score on the following bank choice characteristics: convenient location of the bank’s branch and ATM’s, long opening hours of the bank’s branch and friendly and knowledgeable bank personnel. I also expect that they have a lower score on the characteristic: availability of internet banking. Based on these research efforts and the study by Gerrard and Cunningham I make the following hypotheses:

H32a: Females have a higher score on the following bank choice criteria: Recommendations by family and friends, convenient location of the bank’s branch and the bank’s ATM, long opening hours of the bank’s branch and friendly and knowledgeable bank personnel.

H32b: Males have a higher score on the following bank choice criterion: availability of internet banking

For the remaining bank choice characteristics I expect that the differences between males and females are not significant.

Economical students probably receive a lot of information about the economy and financial aspects that are related to banks in their courses, like the costs and limit of the credit card, a large overdraft facility, the financial stability of the bank, the rating of the bank by an independent institution and the size and nationality of the bank. They therefore might have more knowledge about these things than non-economical students. These non-economical students might therefore rely more on the opinion of others, like family and friends, when they choose a bank, since they have less knowledge in this area. Based on this reasoning I hypothesise that:

H33a: Economical students have a higher score on the following bank choice criteria: the costs of the credit card and limit of the credit card, a large overdraft facility, the financial stability of the bank, the rating of the bank by an independent institution and the size and nationality of the bank

H33b: Non-economical students have a higher score on the following bank choice criteria: Recommendations of family and friends

For the remaining bank choice criteria I expect that the differences between economical and non-economical students are not significant. 

There are many reasons to have an account at more than one bank. First of all it could be that as a child, multiple family members opened a savings account for you at different banks. Another possible explanation that I am going to focus on here, is that you opened another account elsewhere, like a savings account, to get the best of both worlds. One bank might have lower service charges for the current account, while the next bank has a higher interest rate on savings accounts. Single bankers on the other hand, might employ just one bank because that bank has the full range of products they want and they therefore don’t need another bank, or because they feel it’s more efficient to have all your banking products situated at one bank since that bank can help you better if you have any questions about your finances. I therefore hypothesise that:

H34a: Single banking students have a higher score on the following bank choice criteria: a large range of services offered and provision of fast and efficient service

H34b: Multiple banking students have a higher score on the following bank choice criteria: the interest rate on savings accounts and loans, the costs and limit of the credit card and the ease of obtaining a loan. 

For the remaining bank choice characteristics I expect the differences between single bankers and multiple bankers are not significant.

Students that live on their own are in a financially total different situation than most students that live with their parents. Students that live on their own often have higher expenditures each month, since they have to pay the rent or have to shop for groceries themselves. They therefore might be more likely to have a loan or an overdraft facility. Students that live with their parents on the other hand might, since they have lower expenditures, be more inclined and more able to save money. The opinion of their parents might also be more important to them, since they probably have more contact with their parents than students who live independently. Based on the reasoning above I hypothesise that:

H35a: Students that live independently have a higher score on the following bank choice criteria: the interest rate on loans, the ease of obtaining a loan, financial incentives and the overdraft facility

H35b: Students that live with their parents have a higher score on the following bank choice criteria: the interest rate on savings accounts and recommendations of family. 

For the remaining bank choice criteria I expect that the differences between students that live independently and students that live with their parents are not significant. 

Chapter 5 Data and Analysis

In this chapter the data that was gathered is analysed. I first give an overview of the respondents’ profile, explaining the composition of the sample. Here I also explain the modifications I made to the data. Next you can find some cross tabulation analyses that give more insight in students’ behaviour. The main analysis concerning the ranking of the bank choice criteria can be found in section 5.3 Here you can also find a factor analysis that reduces the data from 31 criteria to 8 factors. The final analysis concerns the comparisons of male versus female students, students that live with their parents versus students that live independent from their parents, students that engage in multiple banking versus students who only hold an account at one bank, and students that pursue an economical study versus students that follow a non-economical study. 

5.1 Data cleaning and the respondents’ profile

This part explains the actions that have been taken to make the data ready for the analyses and it also explains the main characteristics of the respondents in the sample. 

5.1.1 Data cleaning and transformations
In total 210 students filled in the survey. More than half of these students completely filled in the survey through the website of Thesistools (about 118 students). The remaining part of the respondents filled in a hard copy version of this questionnaire. The large list of bank choice criteria might have caused some students to overlook some of the criteria, since there were some gaps in the data. Another reason for these gaps could be that the specific bank choice criterion that was skipped would give too sensitive information about the student so he or she refused to fill it in. Since there is no real pattern in which of these criteria were skipped, and there are only one or at most two criteria skipped per respondent, I assume the former reason to be most correct. There are many possible solutions to handle these missing values. Batista and Monard (2003) mention that these cases can either be deleted or the missing values can be imputed. When the respondents that have missing values are deleted, a lot of valuable information gets lost. In that case I would only maintain 192 respondents. Therefore imputation of the data seems to be a better solution. The data can be imputed in different ways. The easiest method is to replace the missing value with the mean of the relevant bank choice criterion. Though this method does not influence the ranking of the criteria, it can lead to a distortion of the results of the factor analysis. Therefore I use a more advanced method in this case to replace the missing values. The replacement method of the missing data is further discussed in section 5.3.

In order to be able to analyze the data for the last hypotheses on homogeneity, I had to make some transformations to the data. The first transformation I made was to divide the answers given to the question on the number of banks the students use, into two groups. All students that answered they only employed one bank, were labelled with value one, while all students that stated they employed two or more banks were labelled with value two. I followed the same procedure for the living situation of the student: a value of one was assigned to those students that live with their parents, and a value of two was assigned to other students. The final transformation I had to make in this respect was to assign a value of one to all students that pursued a study in business and economics (including those students that followed another study like law next to this study) and a value of two was given to the remaining students.

5.1.2 Respondents’ profile

Table 1 gives an overview of the main statistics. This table includes statistics on the demographic profile of these students and on the current banking behaviour of the students. For a more extensive overview of these statistics I refer to tables 8 - 19 in the appendix. 

Table 1
 Main statistics

	Demographics and current banking behaviour

	Gender
	Frequency
	Percentage
	Products
	Frequency
	Percentage

	Male
	95
	45.2%
	Current account
	210
	100%

	Female
	115
	54.8%
	Savings account
	176
	83.8%

	Living situation
	
	
	Loan
	4
	1.9%

	With parents
	79
	37.6%
	Investment product
	13
	6.2%

	Independent
	131
	62.4%
	Mortgage
	4
	1.9%

	Study
	
	
	Credit card
	57
	27.1%

	Economic
	117
	55.7%
	Insurance
	4
	1.9%

	Non-economic
	93
	44.3%
	Reason account opening
	
	

	Multiple banking
	
	
	Parents opened account
	87
	41.4%

	Single banking
	131
	62.4%
	Same bank as parents
	67
	31.9%

	Multiple banking
	79
	37.6%
	Good offer by bank
	40
	19%

	Current bank
	
	
	Random choice
	13
	6.2%

	ABN AMRO
	45
	21.4%
	Other
	3
	1.5%

	Fortis bank
	5
	2.4%
	Time since account opening
	
	

	ING/Postbank
	81
	38.6%
	Less than 6 months ago
	1
	0.5%

	Rabobank
	77
	36.7%
	Less than 1 year ago
	13
	6.2%

	SNS bank
	1
	0.5%
	Less than 2 years ago
	8
	3.8%

	Other
	1
	0.5%
	Less than 3 years ago
	8
	3.8%

	Preferred bank
	
	
	More than 3 years ago
	180
	85.7%

	ABN AMRO
	35
	16.7%
	Satisfaction with bank
	
	

	Fortis bank
	4
	1.9%
	Very satisfied
	78
	37.1%

	ING/Postbank
	51
	24.3%
	Satisfied
	115
	54.8%

	Rabobank
	109
	51.9%
	Not satisfied, not dissatisfied
	10
	4.8%

	SNS bank
	3
	1.4%
	Dissatisfied
	7
	3.3%

	Other
	8
	3.8%
	Very dissatisfied
	0
	0%

	Type of account
	
	
	Switching intention
	
	

	Youth 
	2
	1%
	Yes
	6
	2.9%

	Student 
	168
	80%
	No
	187
	89.1%

	Standard
	40
	19%
	Don’t know yet
	17
	8.1%


Almost half of the respondents in my sample is male (45.20%), the remaining part is female. This means there is an almost even split in gender and no gender is extremely over-represented in my sample. 37.6% of the respondents still live with their parents, while the remaining part (62.4%) lives independent, meaning that they either live by themselves, with friends or with a partner. 55.7% of all respondents follow an economical study. This is slightly more than half of the entire sample. This would seem like a major overrepresentation of economic students, but since I want to compare economic to non-economic students, a smaller group of economic students might lead to biased or insignificant results. Almost two-thirds of the students (62.4%) only employ one bank. The remaining part of students in my sample employs two or more banks. 

ING bank turned out to be the most employed bank by students in my sample. Rabobank directly follows with 36.7% of the students in my sample holding their main account at this bank. 21.4% of all students hold an account at ABN AMRO bank. These three banks account for 96.7% of all students, so the large banks have divided the student market amongst themselves in the Rotterdam area and the somewhat smaller banks only have a relatively small market to serve. When I look at which banks are preferred by students when they can now choose a bank again, these three banks are still the main players, though it turns out that now Rabobank is the most popular bank among students (51.9%). During the financial crisis many banks got in trouble and needed government support. Two of these banks were ING bank and ABN AMRO (though not directly, but through Fortis bank). Rabobank did not request government support and therefore seems the most stable bank. Some students might therefore now prefer Rabobank to other banks.

The majority of students (80%) have a specially designed student account that gives them many advantages over a standard account. Next to a current account many students (83.8%) have a savings account and more than quarter of them also holds a credit card. Parents of the students play a major role in opening an account, either through opening the account for them, or because students followed the example of their parents. In total 73.7% of all students mentioned this as the main reasons why they hold an account at their bank. Another 19% of the students say they opened their main account at their bank of choice because that bank made them a good offer. A large majority (85.7%) of the students said they opened their account more than three years ago. This means that their accounts were probably opened before they went to university, though this cannot be said with certainty, since there are also students in the sample that study at the university for more than three years. 91.9% of the students state they are at least satisfied with their current bank and therefore 89.1% state that they have no intention to switch banks in the near future. 

The questionnaire also included an open-ended question that investigated how a bank can persuade a student to open an account there. An investigation of the results showed that the interest rates, the safety or stability of the bank, the provision of good service, an overall attractive offer, low service charges, the ease of account opening and good provision of information are important to many of the students in my sample. Another interesting point students mentioned is the degree to which a bank facilitates the transfer from your old bank to the new bank. 

5.2 Cross tabulation analysis

To further investigate my sample, I ran some cross tabulation analyses between different categorical variables in my data set. Tables 20 to 27 in the appendix give an overview of the cross tabulation analyses I performed and the subsequent chi-square tests that were performed on these cross tabulations, in order to find out if the distributions are significantly not equal across the categories. Three chi-square tests were performed: Pearson’s chi-square test, the likelihood ratio test and the linear-by-linear association. Here I use the Pearson chi-square to test whether the categories are independent of each other. The first analysis I did was to check if there are strong connections between the students’ current bank and the bank they would prefer if there were to open a new account. From this analysis it follows that more than half of the current ABN AMRO students wants to stay with this bank, and that almost 30% would like to switch to Rabobank. These ratios are almost the same for the current ING bank students. From the current Rabobank students, more than 90% would still open a new account at the same bank. The chi-square analysis reveals that these results are highly significant (Pearson’s chi-square: 0.0000). 

When you look at the reason why the particular bank was chosen, you can see that for the ING bank more than half of all accounts were opened by the parents of the student. For the other two major banks these percentages are somewhat lower (slightly above 30%). The main reason for students to open an account at the Rabobank is that their parents also have an account at that bank. Finally, almost 40% of the ABN AMRO students claim they opened an account there because the bank made them a good offer. The chi-square analysis reveals that these results are highly significant (Pearson’s chi-square: 0.0001).

The remaining cross tabulation analyses investigated the relation between the level of satisfaction and the current bank of the students, and the relation between the switching intention and the current bank of the students. Here the results are not dramatically different between students from different banks. You can find these results in the appendix. The subsequent chi-square tests also show that the distributions are not significantly unequal across the categories (Pearson’s chi-square respectively: 0.0640 and 0.4552)

5.3 Bank choice criteria and factor analysis

As was mentioned at the beginning of this chapter, for some of the bank choice criteria there are missing values. These values have to be imputed in the most correct way. Though every method has its benefits and downsides, I have chosen a method that has the least influence on the factor analysis. I therefore proceed by first performing a factor analysis on the respondents that have completely filled in the questionnaire. This means that the factor analysis is conducted on a sample of 192 respondents. This way I find the underlying structure of the variables. After this structure is revealed the next step is to replace the missing values. This is done by calculating the mean score on each factor for every respondent. In case there is one value missing, the mean score of the remaining characteristics belonging to that factor is taken and this score is imputed where the value is missing. 

5.3.1 Factor analysis

The factor analysis is performed because many of the bank choice criteria in this study may be measuring the same underlying concept. Therefore I can reduce the number of criteria to a smaller amount of factors by the means of factor analysis. According to Hair et al (2005) “the primary purpose of factor analysis is to define the underlying structure among the variables in the analysis”. In this case the factor analysis has an exploratory purpose, since I do not know the underlying structure yet. 

The extraction method that was chosen is principal component analysis. I have chosen this method over the common factor analysis, since my objective is to summarise the original information, in this case the bank choice characteristics, into a small number of factors. First of all the appropriateness of the factor analysis has to be determined. Therefore the Kaiser-Meyer-Olkin measure of sampling adequacy and the Bartlett’s test of sphericity have to be regarded. Table 29 in the appendix gives an overview of these measures. The KMO value of 0.772, which indicates how well each variable can be explained by the others, is higher than the minimum required value of 0.6. The Bartlett’s test, which measures if there is enough correlation among the variables for factor analysis to make sense, is also highly significant (0.000). Therefore I conclude that factor analysis is appropriate in this case. Next the optimal number of factors has to be determined. Here there are two possibilities. First of all, I can choose to select all factors that have an eigenvalue larger than one. Another possibility is to look at the scree plot and explore where the last kink is located. Since both methods tend to overestimate the number of factors it is best to look at both and select the method that results in the lowest amount of factors. Table 28 and graph 1 in the appendix show the results. The first method resulted in nine factors, while for the second method this is somewhat harder to assess. There seems to be a kink at the tenth component. Therefore I decide to have 9 factors. Table 30 in the appendix shows the results of the factor analysis. These are the unrotated results and a lot of the characteristics seem to load on the first factor, while none of the characteristics load on the seventh factor. Therefore the unrotated results are very hard to interpret and I have to apply rotation. I have chosen to apply varimax rotation to the factors, since is one of the simpler, orthogonal factor rotation methods. According to Hair et al (2005) the varimax method maximises the sum of variances of the required factor loadings. Therefore this method results in many small and only a few large values in each row, which makes interpretation and assignment of variables to a factor more easy. This method resulted in the factors that can be found in table 31 of the appendix. 

The first factor includes the provision of credit cards with no annual fees, the limit of the credit card, the large range of services offered by the bank, long opening hours of the bank’s branch, a large overdraft facility, whether the bank invests in environmentally friendly and sustainable funds, and the availability of a personal account manager. These are all related to the extra services a bank offers next to the basic package. I therefore label this first factor as “extra banking services”. 

The second factor includes a convenient location of branches of the bank, a large number of bank branches, convenient ATM locations, a large ATM network and good availability of parking space at the bank’s branch. These characteristics are all related to the convenience of visiting a bank’s branch or ATM. I therefore label the second factor “locational convenience”. 

The third factor includes the availability of internet banking, the ease of opening a current account, friendly and knowledgeable bank personnel and provision of fast and efficient service. The relation of the four criteria is quite obvious, since they all relate to the service the bank provides, either through having good home banking facilities, making it easy for you to open an account, having good staff or being able to help you in a fast and efficient manner. Overall I believe that the overarching concept of this factor is good service and I therefore label this factor “quality of the bank’s services”. 

The fourth factor includes the good reputation of the bank, financial stability, the rating of the bank by an independent institution and the size of the bank. For these bank choice criteria it is quite obvious what the have in common; they all relate to the safety of the bank. A large, financially stable bank that has a good reputation and has a good rating by an independent institution might be less likely to collapse in economically rough times. I therefore label this factor “safety of banking”. 

The fifth factor includes the external appearance of the bank, free gift incentives and interesting advertising. These three bank choice criteria all relate to marketing in some way. The external appearance of the bank, like for instance the logo, or the bank’s building has to do with the image the bank wants to convey. The free gifts the bank gives you when opening an account is also an example of marketing effort. Finally, advertising is of course one of the main components of marketing of a bank. I therefore label this factor “marketing of the bank”. 

The sixth factor includes recommendations by friends and family. These two factors both are related to third party influences on your bank choice. I therefore label this factor as “third party influences”.

The seventh factor includes paying the highest interest rate on savings accounts, a low interest rate on loans and the ease of obtaining a loan. The variables have to do with the lending and saving facilities of the bank, either through the level of interest on these products or the ease of obtaining a loan. I therefore label this factor as “lending and saving facilities of the bank”

The eight factor only includes one variable, and is therefore replaced with the variable itself. The variable that makes up factor eight is “the nationality of the bank”. So therefore factor eight is labelled as “nationality of the bank”. 

The last factor includes low services charges and the free cash incentives the bank offers. These two bank choice criteria relate to the financial aspects of the banks offer, either through low service charges or giving other financial discounts. I therefore label this factor as “financial aspects”. 

Now that the underlying structure of the bank choice criteria is found by the means of factor analysis, the reliability of the factors that measure the underlying construct has to be analysed. One possible way of doing this is by calculating cronbach’s alpha. Cronbach’s alpha can only be calculated when the factor includes more than one variable, so therefore it cannot be calculated for factor eight. For factors six and nine the increase in cronbach’s alpha if the item was to be deleted can also not be calculated. These two factors include only two variables, and if one of them was to be deleted, only one variable would be left, making the calculation of cronbach’s alpha impossible. Table 32 in the appendix gives an overview of the values that were found for each factor. The last row of that table indicates whether the value of cronbach’s alpha can be increased by deleting one of the characteristics. According to Hair et al (2005) the lower limit of cronbach’s alpha is 0.70, though it can be decreased to 0.60 in exploratory research, as is the case here. From table 32 it can be seen that seven out of eight factors have a cronbach’s alpha of over 0.60. Five out of eight factors score higher than 0.70 and can thus be qualified as very reliable. The factors “marketing” (0.694) and “lending and saving facilities of the bank” (0.683) score between 0.60 and 0.70. Only the factor “financial aspects” has a low score on reliability (0.570). For four of the factors it turned out that if one of the characteristics were to be deleted, the cronbach’s alpha would increase. If the “availability of internet banking” was to be deleted from the factor “quality of banking”, cronbach’s alpha would increase from 0.709 to 0.734. When “size of the bank” was to be deleted from the factor “safety of banking”, cronbach’s alpha would increase from 0.717 to 0.727. The cronbach’s alpha from the factor “marketing” (0.694) can be improved by deleting “the external appearance of the bank” (0.754). Finally the reliability of “lending and saving facilities” (0.683) can be improved by deleting “the interest rate on savings accounts” (0.777). 

5.3.2 Ranking of the bank choice criteria

Before the bank choice criteria can be ranked, the missing values for some of the bank choice criteria have to be imputed. For this imputation, the factor structure that was found in section 5.3.1 is used. For each factor the mean score for every respondent is calculated, allowing at most on of the variables to be missing. This means that for instance for the factor “extra banking services” which includes seven variables, the mean score of these variables is calculated and when one of these variables has a missing value, the mean of the remaining six variables is taken. This way respondents’ heterogeneity is taken into account. Three out of nine factors include one or only two variables. When I would follow the same procedure for these factors I would get no result for factor eight, and for the other two factors a too large part of the values (50%) would be missing for some respondents. So in these cases, I took the mean values for that specific variable, and imputed that value in the missing cases. 
Table 2
Rating of the bank choice characteristics

	Bank choice characteristics
	Mean
	Std. Deviation

	Availability of internet banking
	6.601
	0.864

	Financial stability of the bank
	6.036
	1.084

	Bank has a good reputation
	5.900
	1.239

	Provision of fast and efficient service
	5.536
	1.351

	Low service charges
	5,397
	1.480

	Paying highest interest rate on savings account
	5.342
	1.536

	Easy to open a current account
	5.281
	1.428

	Rating of the bank by an independent institution
	5.217
	1.540

	Nationality of the bank
	5.010
	1.531

	Friendly and knowledgeable bank personnel
	4.914
	1.560

	Size of the bank
	4.824
	1.455

	Large ATM network
	4.657
	1.771

	Long opening hours of branch
	4.619
	1.741

	Free cash incentives
	4.584
	1.554

	Large range of services offered
	4.443
	1.556

	Convenient ATM locations
	4.348
	1.848

	Convenient location of branches of the bank
	4.286
	1.679

	Providing credit cards with no annual fees
	4.259
	1.917

	Low interest rates on loans
	4.138
	1.908

	Recommendation by family
	4.014
	1.676

	Large number of bank branches
	3.876
	1.566

	Recommendation by friends
	3.810
	1.640

	Bank invests in environmentally friendly/sustainable funds
	3.764
	1.612

	Easy to obtain a loan
	3.733
	1.597

	External appearance of the bank
	3.714
	1.687

	Availability of a personal account manager
	3.549
	1.564

	Free gift incentives
	3.429
	1.754

	Large credit card limit
	3.245
	1.660

	Interesting advertising
	3.238
	1.706

	Large overdraft facility
	3.192
	1.589

	Good availability of parking space
	2.388
	1.472

	Overall Mean
	4.430
	1.57


Table 2 gives an overview of the bank choice criteria ranked by their mean score. The distinction between variables that are of major and minor importance, it was decided to take the overall average, which is in this case 4.430. Based on this criterion, fifteen bank choice criteria can be labelled as being of major importance to Dutch students when they choose a bank. The most important characteristic of a bank is that it should have the option of internet banking. Also financial stability and a good reputation are very important to Dutch students. Provision of a fast and efficient service and low service charges are also very important to Dutch students in my sample. Sixteen bank choice criteria can be labelled as being of minor importance to students. The five least important bank choice criteria include free gift incentives, a large credit card limit, interesting advertising, a large overdraft facility and good availability of parking space. Therefore it seems that students care to a great extent about fast and efficient service, either through the traditional channels or through the online channel, and they also care about the safety of the bank. They do not care about the marketing activities of the bank, nor do they like to be in debt with their banks. 

5.4 Homogeneity of Dutch students 

The last thing that can be checked using the data at hand is to see if there are differences between two independent sub-samples. In this case I check if there are any differences between male and female students, students that live independent of their parents versus students that live with their parents, students with an economical study versus students with a non-economical background, and students that employ a single bank versus students that employ more than one bank. 

5.4.1 Testing method

To test whether there are differences between two independent subgroups, as is the case here, on the means of the bank choice characteristics, I employ the independent t-test. This test calculates the means of the bank choice characteristics for each subgroup. It then compares these two means and checks if the differences in the means are significant, by performing a t-test (Hair et al, 2005). The level of significance depends on whether or not you assume equal variances in the data. This assumption is based on the Levene’s test. The null-hypothesis of this test is that the variances are equal, meaning that the alternative hypothesis states that the variances are not equal. When the test statistic is significant you do not assume equal variances. The next step is to check whether or not the difference between the means of the two subgroups regarding a bank choice characteristic is significant. When the difference is significant, this means that the difference is sufficiently large to say that, for instance, males and females differ in the importance they attach to that specific bank choice criterion. For both of the significance levels I use a value of α=5%. This indicates that for all significance levels (p-values) lower than 0.05 I reject the null-hypothesis of respectively equal variances and homogeneity. Next to the t-tests performed on the unstandardised variables, I also perform and report a t-test on standardised variables. This way I can control for differences in response style, since it could very well be that the differences that were found are not related to actual differences in the emphasis put on the bank choice criteria, but that it is a result that one group could be more prone to yea-saying than the other group, a feature that was identified by Greenleaf (1992).

5.4.2 Male versus female

Table 33 and 34 in the appendix give an overview of the results from the independent t-tests performed on two subgroups: males and females. From these tables it can be seen that the means of 14 out of 31 bank choice characteristics are significantly different between males and females. Even though females have a higher overall average (4.587 compared to 4.228), there are still significant differences between males and females. This can be concluded from the fact that even  the standardised t-test shows that females have a significantly higher score on 14 out of 31 bank choice criteria. The first four characteristics all belong to the factor “locational convenience”. This means that besides on the characteristic “good availability of parking space”, male students rate all characteristics belonging to this factor significantly different than females. A further inspection of these results reveals that females tend to put more weight on these bank choice characteristics than do males. Even though the last characteristic belonging to this factor shows no significant difference (0.109) females still have a higher score on this characteristic than males. Overall it seems that females rate “locational convenience” higher than males. Recommendations by family and friends also show significant differences between males and females. These two characteristics comprise the factor “third party influences”. Females have a significantly higher score on these two characteristics than males. So it can be concluded that “third party influences” are more important to females than males. Two out of three of the bank choice criteria relating to the factor “marketing” show significant differences between males and females. Free gift incentives and interesting advertising both have a higher average score among women than among men. Therefore it seems that the marketing efforts of the bank are more appealing for females than for males. Furthermore females have a significantly higher score than males on the following bank choice criteria: Low interest rate on loans, easy to open a current account, friendly and knowledgeable bank personnel, long opening hours, free cash incentives and the bank invests in environmentally friendly/sustainable funds. 

5.4.3 Independent living versus living with parents

Table 35 and 36 in the appendix give an overview of the results from the independent t-tests performed on two subgroups: students that live independent and students that still live with their parents. The means of three bank choice criteria are significantly different between students that live independent and students that live with their parents. This is found for both the standardised and the unstandardised variables. Students that live with their parents put more emphasis on a convenient location of the bank’s branch and the bank’s automated teller machines (ATM). Furthermore students that live with their parents put significantly more emphasis on friendly and knowledgeable bank personnel than students who live independently. Overall there are only few significant differences between students that live independent and students that still live with their parents. So it seems like these two subgroups are in general quite similar to one another

5.4.4 Economical students versus non-economical students

Tables 37 and 38 in the appendix give an overview of the results from the independent t-test performed on two subgroups: students that pursue a study in economics or business and students that follow a study that is not related to the economy. The means of five bank choice criteria are significantly different between these two subgroups. The standardised and unstandardised results are similar, meaning there are no differences due to different response styles. First of all non-economic students put more emphasis on low service charges than economic students. Recommendations by friends and family are also more important to non-economic students. Therefore third-party influences are more important to non-economic students than to economic students. The external appearance of the bank on the other hand is more important to economic students. Finally the rating of the bank by an independent institution is also more valuable to economic students than to non-economic students. Overall there are not that many significant differences between economical and non-economical students in how they rate the bank choice criteria in this research. So it seems that, in general. these two subgroups of students are quite similar to one another.

5.4.5 Single bankers versus multiple bankers

Table 39 and 40 in the appendix give an overview of the results from the independent t-tests performed on two subgroups: students that employ a single bank and students that employ more than one bank. There are three bank choice criteria where there are significant differences between single bankers and multiple bankers when looking at the unstandardised variables, but when looking at the standardised variables there are four significant differences observed. Students that employ just one bank put more emphasis on low interest rates on loans and the rating of the bank by an independent institution. Multiple banking students on the other hand have a significantly higher score on the availability of internet banking facilities and the provision of fast and efficient service. There are only a limited number of differences between single bankers and multiple bankers. Overall these two subgroups seem quite similar to each other.

Chapter 6 Results
In this chapter the hypotheses that were formulated in chapter 4 are tested using the data analysis performed in chapter 5. The first part concerns the hypotheses regarding the importance of the different bank choice criteria and also includes a cross-cultural comparison, while the second part concerns the hypotheses regarding the sub sample homogeneity. 
6.1 Bank choice criteria and a cross-cultural comparison

This part starts by reviewing which hypotheses were supported by the data and for which hypotheses I could not find support. I also give possible explanations for the differences between the hypotheses and the results. The second part gives some more insight in the differences between Dutch students, Bahraini students and UK students.
6.1.1 Bank choice criteria

 Table 3 below gives an overview of the hypotheses and results for each bank choice characteristic. From this table it can be seen that 23 out of 31 hypotheses that were formulated in chapter 4 are supported by the data. Therefore there are only eight hypotheses that are not supported. These bank choice characteristics include convenient ATM locations, low service charges, paying the highest interest rate on saving accounts, providing credit cards with no annual fees, a large range of services offered, long opening hours of the bank’s branch, a large overdraft facility and the bank invests in environmentally friendly or sustainable funds. 

 It was hypothesised that convenient ATM locations are of major importance to Dutch students when they choose a bank. The main reasons for expecting this result are that this bank choice characteristic was one of the most important criteria to Bahraini students and also relatively important to English students. The analysis of the empirical data reveals though, that this characteristic is only of minor importance to Dutch students (mean: 4.35, standard deviation: 1.85). A possible explanation for this could be that money withdrawal from your account is possible at an ATM from any random bank, and you therefore do not need an ATM from your own bank for this sort of transaction. If you want to check your account balance you do need an ATM operated by your own bank though. Since you can also easily check your account balance through internet or even on your mobile phone now, I feel that this ATM service is becoming less important. Therefore it could be that convenient ATM locations of the bank are not that important to Dutch students, especially since internet banking is the most important characteristic for Dutch students.

Low service charges were hypothesised to be of minor importance to Dutch students when they choose a bank. The main reasons behind this hypothesis are that Bahraini students considered this characteristic as being of minor importance and the differences in service charges between the main Dutch banks are minimal. The data revealed that this bank choice characteristic is of major importance to Dutch students (mean: 5.40, standard deviation: 1.48). One explanation could be that not all banks have a special student account that is free of charges and students therefore still need to look for the best deal. Another explanation could be that students are well aware of the fact that once they are graduated, they do have to pay for certain services and that they are already taking this into account. Finally, it could also be the case that students are not aware of the service charges of other banks and they therefore still think of this as being very important

Table 3
 Hypotheses regarding the bank choice criteria

	Bank choice characteristic
	Hypothesis
	Analysis
	Supported

	Convenient location of branches of the bank
	Minor
	Minor
	Yes

	Large number of bank branches
	Minor
	Minor
	Yes

	Convenient ATM locations
	Major
	Minor
	No

	Large ATM network
	Major
	Major
	Yes

	Low service charges
	Minor
	Major
	No

	Paying highest interest rate on savings account
	Minor
	Major
	No

	Low interest rates on loans
	Minor
	Minor
	Yes

	Recommendation by family
	Minor
	Minor
	Yes

	Recommendation by friends
	Minor
	Minor
	Yes

	Good availability of parking space
	Minor
	Minor
	Yes

	Availability of internet banking
	Major
	Major
	Yes

	Providing credit cards with no annual fees
	Major
	Minor
	No

	Large credit card limit
	Minor
	Minor
	Yes

	Easy to open a current account
	Major
	Major
	Yes

	Easy to obtain a loan
	Minor
	Minor
	Yes

	Large range of services offered
	Minor
	Major
	No

	Friendly and knowledgeable bank personnel
	Major
	Major
	Yes

	Long opening hours of branch
	Minor
	Major
	No

	Bank has a good reputation
	Major
	Major
	Yes

	External appearance of the bank
	Minor
	Minor
	Yes

	Free cash incentives
	Major
	Major
	Yes

	Large overdraft facility
	Major
	Minor
	No

	Free gift incentives
	Minor
	Minor
	Yes

	Interesting advertising
	Minor
	Minor
	Yes

	Provision of fast and efficient service
	Major
	Major
	Yes

	Financial stability of the bank
	Major
	Major
	Yes

	Rating of the bank by an independent institution
	Major
	Major
	Yes

	Size of the bank
	Major
	Major
	Yes

	Nationality of the bank
	Major
	Major
	Yes

	Bank invests in sustainable funds
	Major
	Minor
	No

	Availability of a personal account manager
	Minor
	Minor
	Yes


In chapter 4 I hypothesised that paying the highest interest rate on savings accounts is of minor importance to Dutch students when they choose a bank. The main reasons behind this conclusion were that in the Bahraini study it was only of minor importance, though in the United Kingdom sample it was of major importance. It also turned out that the differences between the saving rates of the main Dutch banks were minimal and it was reasoned that after the collapse of Icesave, a bank that offered high saving rates, students would be aware of the fact that a higher interest rate often entails a higher risk. But the results from my empirical research provided evidence that this characteristic is of major importance (mean: 5.34, standard deviation: 1.54). A possible explanation for this could be that even though the saving rates of the main Dutch banks do not differ dramatically, other Dutch banks that are maybe more specialised in this area might provide higher interest rates and still evoke a secure feeling, since they are Dutch. Also the main banks in this study have other savings products that pay a higher interest rate. Finally, it could also be the case that students, who probably do not have very large saving accounts, fall within the secure range (the Dutch government secures accounts at banks when they collapse up until a certain amount) and are therefore not concerned with the higher risk. 

Providing credit cards with no annual fees was considered to be of major importance to Dutch students when they choose a bank. The main reason behind this conclusion was that even though all banks charged for the use of a credit card, the differences are substantial and therefore I expected that students would search for the best deal. But from my empirical research I can conclude that this characteristic is only of minor importance (mean: 4.25, standard deviation: 1.92). Possible explanations could be that students are not at all interested in a credit card, which seems unlikely since more than one quarter of the students in my sample already have a credit card. Another explanation is that the rest of the package the bank offers to students is more important and a credit card can also be acquired at another bank or institution without many problems. 

It was hypothesised that a large range of services offered is of minor importance to Dutch students when they choose a bank. The main reasons behind this hypothesis were the minor importance assigned to this characteristic by Bahraini and English students, and the fact that students do not yet require a large range of services. The data showed that this characteristic is of major importance to Dutch students when they choose a bank (mean: 4.44, standard deviation: 1.56). A possible explanation for this result could be that students are already taking into account the future, when they do need a large range of services. 

Long opening hours of the bank’s branch was expected to be of minor importance to Dutch students when they choose a bank, because Bahraini students considered this as being of minor importance and because I expected Dutch students to put more emphasis on home banking facilities. The data showed however that Dutch students consider long opening hours as being of major importance when they choose a bank (mean: 4.62, standard deviation: 1.74). Even though a lot of the banking activities can be done at home, there are still some services that require going to the bank’s branch. When a student needs to go to the bank he or she probably does not like to be restricted by the opening hours of the bank and the student would like to go there when it pleases him or her. 

A large overdraft facility was hypothesised as being of major importance to Dutch students when they choose a bank mainly because in the English study it turned out to be a very important determinant and because students often have more expenses than incomes, they might want a large overdraft facility to pay the bills at the end of each month. The results show however that a large overdraft facility is of minor importance for Dutch students (mean: 3.20, standard deviation: 1.59). A possible explanation for this could be that students only want an overdraft facility for emergency cases for small amounts of money, and are thus not interested in very large overdraft facilities. Another explanation could be that students do not want an overdraft facility at all because they know it is very costly and they have to pay a high interest rate on that money. 

Finally I also hypothesised that whether the bank invests in sustainable or environmentally friendly funds is of major importance to Dutch students when they choose a bank. The reason for this is the trend in sustainability that might have progressed into the banking world as well. But the empirical data show that sustainability is only of minor importance to Dutch students when they choose a bank (mean: 3.75, standard deviation: 1.61). It could be that sustainability in banking is not (yet) important to Dutch consumers in general. But it could also be that students are just less concerned about sustainability in banking or maybe even sustainability in general. Sustainable banking might be a niche-market at the moment, possibly with the potential to become more important in the future. 

6.1.2 Cross-cultural comparison

I conclude by giving a final comparison between Dutch students, and Bahraini and UK students. Table 4 below gives an overview of the results. It only includes those bank choice criteria that were employed in both the Dutch study and the Bahraini and/or UK study. The criteria are labelled here as they are labelled in my own study. In cases where more than one determinant from the Bahraini or UK study was integrated into one characteristic in my own study, I have taken the average of these characteristics to decide whether the determinant was of minor or major importance.

There are many similar results as well as many differences between Dutch and Bahraini student. The similarities include that both student samples considered convenient locations of branches of the bank, recommendations by family and friends, a large number of bank branches and the external appearance of the bank as being of minor importance. Both Dutch and Bahraini students considered a large ATM network, the ease of opening a current account, a large range of services offered, friendly and knowledgeable bank personnel and whether the bank has a good reputation as being of major importance. Differences include that Dutch students consider convenient ATM locations, low interest rates on loans, good availability of parking space, providing credit cards with no annual fees and the ease of obtaining a loan as being of minor importance, while Bahraini students considered these things as being of major importance. Bahraini students on the other hand considered paying the highest interest rate on saving accounts, the availability of internet banking, low service charges and long opening hours of the bank’s branch as being of minor importance while Dutch students considered these criteria as being of major importance. Overall about 53% (ten out of nineteen) of the bank choice criteria that were used in both studies display similar results. 

Table 4 Cross-cultural comparison of bank choice criteria

	Bank choice characteristic
	Netherlands
	Bahrain
	UK

	Convenient location of branches of the bank
	Minor
	Minor
	Major

	Convenient ATM locations
	Minor
	Major
	Major

	Large ATM network
	Major
	Major
	Major

	Paying highest interest rate on savings account
	Major
	Minor
	Major

	Low interest rates on loans
	Minor
	Major
	Minor

	Recommendation by family
	Minor
	Minor
	Major

	Recommendation by friends
	Minor
	Minor
	Major

	Availability of internet banking
	Major
	Minor
	Minor

	Easy to open a current account
	Major
	Major
	Major

	Large range of services offered
	Major
	Major
	Major

	Friendly and knowledgeable bank personnel
	Major
	Major
	Minor

	Bank has a good reputation
	Major
	Major
	Major

	Good availability of parking space
	Minor
	Major
	NA

	Large number of bank branches
	Minor
	Minor
	NA

	Low service charges
	Major
	Minor
	NA

	Providing credit cards with no annual fees
	Minor
	Major
	NA

	Easy to obtain a loan
	Minor
	Major
	NA

	Long opening hours of branch
	Major
	Minor
	NA

	External appearance of the bank
	Minor
	Minor
	NA

	Large credit card limit
	Minor
	NA
	Major

	Free cash incentives
	Major
	NA
	Major

	Large overdraft facility
	Minor
	NA
	Major

	Free gift incentives
	Minor
	NA
	Minor

	Interesting advertising
	Minor
	NA
	Minor

	Availability of a personal account manager
	Minor
	NA
	Minor


There are also many similarities and differences between UK and Dutch students. The similarities include that both UK and Dutch students consider a large ATM network, paying the highest interest rate on savings accounts, the ease of opening a current account, a large range of services offered, whether the bank has a good reputation and free cash incentives as being of major importance. Both student samples consider low interest rates on loans, free gift incentives, interesting advertising and the availability of a personal account manager as being of minor importance. The differences include that Dutch students consider convenient location of branches of the bank, convenient ATM locations, recommendations by family and friends, a large credit card limit and a large overdraft facility as being of minor importance while UK students consider these points as being of major importance. UK students on the other hand consider the availability of internet banking and friendly and knowledgeable bank personnel as being of minor importance, while Dutch students consider this as being of major importance. Overall about 56% (ten out of eighteen) of the bank choice criteria that were used in both studies display similar results. 

Both UK and Bahraini students consider convenient ATM locations as being of major importance, while Dutch students consider this as being of minor importance. Dutch students on the other hand consider the availability of internet banking as being of major importance, while UK and Bahraini students consider this as being of minor importance. It could very well be that over time, with the progression of technology, internet banking has become safer and therefore internet banking has replaced the importance of the ATM. Similarities shared by all three student populations are the major importance placed on a large ATM network, the ease of opening a current account, the large range of services offered and whether the bank has a good reputation. 

To conclude, there are many possible reasons for the differences between the different student populations. First of all cultural differences can play an important role. Graph 2 in chapter 4 gives an overview of the cultural differences between Bahrain, the United Kingdom and the Netherlands. As can be seen from this graph, on some dimensions these differences can be quite substantial. Another reason that directly applies to one of the most striking differences between the three student populations is that internet technology and thus the safety of internet banking has improved much in the recent years. In both the Bahraini and UK study internet banking was only of minor importance, while it turned out to be of major importance to Dutch students. Different government policies might also be a factor for differences in the importance of bank choice criteria. While the UK government does not give a grant to students, it is very common in the Netherlands. This can explain the major importance placed on a large credit card limit or a large overdraft facility by the UK students and the minor importance placed on these determinants by Dutch students. Finally even though the most recent studies were chosen as benchmark material, the different time frame could still play a major role in explaining the differences between the three student populations. In 2008 the financial crisis hit the world, possibly declining the trust consumers have in banks. The UK and Bahraini studies both took place before this crisis, while my study took place right after the financial crisis. Even though criteria like financial stability or the rating of the bank by an independent institution were not included in the benchmark studies, the high rating of these criteria could still have a downward effect on the other criteria, meaning that it makes those criteria seem less important. 

6.2 Sub sample homogeneity

In this part I further investigate the hypotheses regarding the sub sample homogeneity. I start by reviewing whether the hypotheses regarding the differences between males and females are supported by the data. Hereafter I do the same for respectively students that live independent and students that live with their parents, economical students and non-economical students, and students that engage in single banking versus students that employ multiple banks. Tables 41 to 44 in the appendix give an overview of the hypotheses and whether or not they are supported by the data. Here there are three possibilities: A hypothesis can either be supported, not supported or the difference between the two sub samples is not significant and therefore it is indecisive if the hypothesis is supported or not. 

6.2.1 Males versus females

Table 41 in the appendix gives an overview of the hypotheses regarding the expected differences between males and females with respect to how they rate the bank choice criteria. It also shows the results from the analysis and whether or not the difference that was found is significant. Overall all but two of the bank choice criteria show a higher score for females than for males. Fourteen of bank choice criteria showed significant differences between males and females. As was hypothesised, I expected females to have a higher score on convenient locations of branches of the bank (p:0.000), convenient ATM locations (p:0.008), recommendations by family (p:0.000) and friends (p:0.002), friendly and knowledgeable bank personnel (p:0.037) and long opening hours of branches of the bank (p:0.043), and all these hypotheses are supported by the data. Furthermore I expected that there would be no significant differences between males and females on the criteria; A large number of bank branches, a large ATM network, low interest rates on loans, the ease of opening a current account, free cash incentives, free gift incentives, advertising and whether the bank invests in sustainable funds. 

A large number of bank branches and a large ATM network both are significantly more important to females than to males (p-value respectively 0.007 and 0.026). As was hypothesised and supported by the data, females care more about convenient locations of the bank and the ATM. The reason for this was that women care more about traditional shopping channels than males and therefore they would care more about convenient locations of the bank and ATM. It could very well be that this same reasoning also applies to the size of the network of branches and ATM machines, since a larger network makes it more convenient to find a bank or ATM in another location. 

Females also care significantly more about low interest rates on loans than males (p:0.034), though it is still of minor importance to both males and females. A possible explanation for this result could be that females are less averse to taking out a loan than males, and they therefore put more emphasis on the low interest rate on loans. The ease of opening a current account is also significantly more important to females than to males (p:0.035). It could be that females care more about convenience and they therefore put more emphasis on the ease of opening a current account, since it would decrease convenience when it was very difficult to open a current account. Free cash incentives are also significantly more important to females than to males (p:0.021). So it seems that females are more attracted to banks that offer temporary discounts than males. 

Females have a significantly higher score on free gift incentives (p:0.007) and advertising initiatives of banks (p:0.008) than males. Both of these bank choice criteria relate to the factor that was labelled as “marketing of the bank”. So it seems that women are more sensitive, or at least state that they are more sensitive, to the marketing activities of banks. The last characteristic that has a higher score for females than for males is whether the bank invests in sustainable or environmentally friendly funds (p:0.007). So it seems that women care more about sustainability in banking than males. 

Finally there is also a hypothesis that is not supported because the differences that were found were not significant. This hypothesis relates to the availability of internet banking (p:0.349). It was hypothesised that males would have a higher score on this characteristic. This was supported by the data, but this difference was not significant. It might be that as the number of observations increases, the difference between males and females on this characteristic might become significant. 

6.2.2 Independent living versus living with parents

Table 42 in the appendix gives an overview of the hypotheses and the results of the differences between students that live independently and students that live with their parents. Three of the bank choice criteria show significant differences between the two sub samples. This indicates that there are not that many major differences between students that live independently and students that live with their parents when it comes to the bank choice process. The results show that students that live with their parents put significantly more emphasis on convenient locations of the bank’s branches (p:0.001) and the bank’s ATM’s (p:0.007) than students who live independently. A possible explanation for this could be that students that live with their parents are inhabitants of smaller communities with less banks located nearby. Therefore the location of the bank’s branch and the ATM can become more important, since the density of banks in their hometown is much lower. Students who live independently often live in the city where the university is located. In the city the density of banks is much larger and therefore convenient locations become less important. Finally, students that live with their parents put more emphasis on friendly and knowledgeable bank personnel than students that live independent (p:0.043). A possible explanation for this could be that city-life is more anonymous and therefore the banking personnel behind the counter is more anonymous. Students that live with their parents, possibly in smaller communities, might personally know the bank personnel, because it is more likely that people know each other in a smaller community. Therefore it might be more important for students that live with their parents that the bank personnel is friendly. 

It was hypothesised that students that live independently put more emphasis on low interest rates and the ease of obtaining a loan. The results actually show the opposite, since it turned out that students that live with their parents put more emphasis on these things. The differences that were found are insignificant though (p-values respectively 0.092 and 0.352). An explanation for these results could be that students who live with their parents might not have seriously considered lending money, and they therefore are less aware of the costs of a loan. This could lead these students, who are less informed about loans, to be less averse to loans. Recommendations by family were hypothesised to be more important to students that live with their parents. This is supported by the data, though the difference is not significant (p:0.545). Increasing the number of observations might lead this difference to become significant. Finally it was also hypothesised that free cash incentives and a large overdraft facility are more important to students that live on their own. This is supported by the data, though again the differences were not significant (p-values respectively 0.516 and 0.065). An increase in the number of observations might lead the differences between the two sub samples to become significant. 

6.2.3 Economical and non-economical students

Table 43 in the appendix shows the hypotheses and the results on the differences between economical students and non-economical students. From this table it can be seen that there are five bank choice criteria for which there are significant differences between these two sub samples. First of all I hypothesised that non-economical students would have a higher score on the criteria “recommendations of family and friends”. The reason behind this hypothesis was that non-economical students might have less financial and economical knowledge and they might therefore rely more on the opinion of others. These hypotheses were supported by the data (p-values respectively 0.008 and 0.010). Another hypothesis I formulated in chapter 4 was that economical students put more emphasis on characteristics that need economical knowledge in order to really understand the meaning. The bank choice criteria that met this requirement were; the costs of the credit card and limit of the credit card, a large overdraft facility, the financial stability of the bank, the rating of the bank by an independent institution and the size and nationality of the bank. For one of these criteria, the rating of the bank by an independent institution, the data supported this hypothesis (p:0.026). For the costs (p:0.321) and limit of the credit card (p:0.539), the financial stability of the bank (p:0.184) and the nationality of the bank (0.936) the data actually supported the hypothesis, though the differences that were found are not significant. Increasing the number of observations might lead the differences to become significantly large. For a large overdraft facility (p:0.208) and the size of the bank (p:820), the results indicated that these criteria are actually more important to non-economical students, though again these differences are not significant. For a large overdraft facility, it could be that more knowledge about the consequences of a large overdraft facility leads to a lower score on this characteristic. When you have more knowledge on this, you know that it can be very costly to have a large overdraft facility and therefore economical students would place less emphasis on this. For the size of the bank it could be the case that economical students are more aware that the government supports both small and large banks from collapsing, and therefore size is less important than nationality. Non-economical students on the other hand, might believe that larger banks are less likely to collapse. 

6.2.4 Single and multiple banking students

Finally, table 44 gives an overview of the hypotheses and the subsequent results regarding the differences between single banking and multiple banking students. The table shows there are only four significant differences between single and multiple banking students. This indicates there are only minor differences between these two sub samples. Single bankers have a higher average score on the following bank choice criteria; low interest rates on loans (p:0.004) and the rating of the bank by an independent institution (p:0.023). I hypothesised that multiple bankers have a higher score on the characteristic low interest rates on loans, but the results indicate the opposite. A possible explanation for this could be that single banking students want the best deal at one single bank, while multiple bankers might care less about the low interest rate on loans at their main bank, since they might go to a specialised bank that offers the lowest interest rate on loans. For the rating of the bank by an independent institution I did not expect there to be any significant differences between single and multiple banking students. The data show however that single banking students put significantly more emphasis on the rating of the bank by an independent institution. A possible explanation for this could be that multiple bankers already spread the risk they are enduring by employing multiple banks and they therefore care less about this rating. Single bankers on the other bank have all their money deposited at one bank, which makes it more important that this single bank is safe. The other two significant differences between these two sub samples consider the availability of internet banking and the provision of fast and efficient service. For the availability of internet banking I did not expect there to be significant differences between the sub samples. But the results show that multiple bankers put significantly more emphasis on this (0.048). A possible explanation for this could be that multiple bankers do not like to receive paper work from all the banks they employ and therefore find internet banking more convenient. Furthermore I hypothesised that single banking students put more emphasis the provision of fast and efficient service. The results show however that multiple banking students put significantly more emphasis one this bank choice characteristic (p:0.047). A possible explanation for this result could be that multiple banking students, because they have products at several banks, are more complicated to banks. Therefore it would take more time to help these students than students that have all their banking products at one bank. This means that the efficiency of the service and the time it takes to help these students becomes more important to multiple banking students. 

Following the same reasoning as above for the characteristic “low interest rates on loans”, the results for paying the highest interest rate on saving accounts and the ease of obtaining a loan can be explained. I expected that multiple banking students have a higher score on these bank choice criteria. The results show however that single banking students have a higher score on these criteria, though the difference is not significant (p-values respectively 0.512 and 0.250). Furthermore I expected multiple banking students to have a higher score on “the costs and limit of the credit card”. The results indicate that this is indeed the case, though the difference is not significant (p-values respectively 0.127 and 0.690). Increasing the number of observations could lead these differences to become significant. Finally I expected single bankers to have a higher score on “a large range of services offered”. Again this result is supported by the data, though the difference is not significant (p:0.362). Increasing the number of observations could increase this result. 

Chapter 7 Conclusion, limitations and directions for future research

In this final chapter I come to a conclusion regarding the main question that this research intended to answer and I provide some managerial implications of my research. I also shed some light on the limitations of this research and I finish this chapter by giving directions for further research on this topic.
7.1 Conclusion

The central research question of this thesis was:

What are the main selection criteria for Dutch students when they choose their banks and how do these selection criteria compare to the selection criteria of students from the United Kingdom and Asia?

In order to answer this research question I first of all investigated the main bank choice criteria for  students from the United Kingdom that were found in the research by Tank and Tyler (2005) and Asian students, or more specifically Bahraini students, a sample that was investigated by Almossawi (2001). From this investigation it followed that UK students put most emphasis on recommendations of family and friends, the reputation of the bank, the level of interest rates, free cash incentives and the ease of account opening. The least important criteria were the advertising of the bank, telephone banking, the availability of a student advisor, internet banking and low interest rates on loans. For Bahraini students the most important criteria included convenient ATM locations, the availability of ATM’s in several locations, the reputation of the bank, 24 hour availability of ATM services and good availability of parking space. The least important bank choice criteria to these students were: my employer uses the same bank, recommendations of family and friends, banking by mail and reception at the bank. As is already evident from comparing Bahraini and UK students, there are both large differences as well as similarities between students from different countries. Both place much emphasis on a good reputation or little emphasis on all kinds of home banking facilities. But while recommendations of family and friends are of major importance to UK students, they are only of minor importance to Bahraini students. 

After the investigation of the existing literature I performed similar research among the Dutch student population. From this research it can be concluded that the availability of internet banking, the financial stability of the bank, the reputation of the bank, the provision of fast and efficient service and low service charges are of major importance to Dutch students when they choose a bank. Good availability of parking space, a large overdraft facility, interesting advertising, a large credit card limit and free gift incentives are only of minor importance to Dutch students when they choose a bank. Since the list of bank choice criteria was quite extensive and some of the criteria might measure the same underlying construct I also performed a factor analysis to summarise the data. This analysis revealed nine underlying constructs; extra banking services, locational convenience, the quality of the bank’s services, safety of banking, marketing of the bank, third party influences, the nationality of the bank, the lending facilities of the bank, and financial aspects. 

An addition to my research was that I also investigated the homogeneity of the Dutch student population with regard to the ranking of the different bank choice criteria. Four discriminating factors were used: gender, living situation, type of study and single versus multiple banking. By performing an independent t-test on each of the sub samples, I found there were only few differences between students that live independently and students that live with their parents, economical students and non-economical students, and students that employ one bank and students that employ more than one bank. There were many differences though between male and female students. Females had an overall higher ranking of the bank choice criteria, though standardisation of the data revealed that the differences that were found are not due to the higher ranking of females. 

A comparison of the ranking of bank choice criteria of the three student populations revealed that there are many similarities as well as many differences between between Dutch students and Bahraini and UK students. For both Dutch and Bahraini as well as Dutch and UK students, more than half of the bank choice criteria that were used in both studies have the same direction (major or minor) though the actual rank can differ. A large ATM network, the ease of account opening, a large range of services offered and whether the bank has a good reputation is important to all three student populations. There are many possible reasons that can be mentioned to explain the differences that were found in chapter 6. I think the main reasons for the differences in ranking are the cultural differences, the advances in internet technologies, the differences in government policies with regard to student grants and the different time frame in which the studies were conducted. 

To sum up, the main bank choice criteria to Dutch students when they choose a bank are the availability of internet banking, the financial stability of the bank, whether the bank has a good reputation, the provision of fast and efficient service and low service charges. The Dutch student population shows many similarities as well as many differences to the Bahraini and UK student population. The Dutch student population is equally comparable to the Bahraini and UK student population, meaning that it is not more similar to one or the other. It therefore more stands on it’s own and it looks like different student populations are not homogeneous across different countries. Within the Dutch student population there is also much homogeneity, though there are many differences between males and females. Overall females have a higher ranking of the bank choice criteria. 

The last part of my conclusion I want to devote to the managerial implications of my research. The data showed that almost 75% of the respondents mentioned that either their parents had opened the account for them, or that they just had chosen the same bank as their parents. This indicates that the account, probably just a savings account, was opened at a very young age, maybe even just after the child was born. It also showed that overall students are very pleased with their bank and that only 3% of the respondents is considering to switch banks. So for Dutch students it seems that once they have a relationship with the bank, it is very likely that this relationship will continue to exist in, at least, the near future. Until the child goes to high school it does not require that many banking products, maybe just a current account. After he or she goes to high school, more products may be required since it is very likely he or she gets a part-time job next to school. Therefore I would advise banks not to target students, since they are not very likely to switch banks, as came forward from my research, but children that go to high school. This group may not have a current account yet, but only a savings account. Therefore they are more likely to reconsider banks. It is also more easy to judge which children will pursue higher education in the future and thus become more profitable then, since the Dutch educational system knows many different degrees in high school. Banks can put most effort in targeting high school students at the higher levels of education. 

Of course it is still important to keep students satisfied in the future. Next to being a safe haven in economically turbulent times, students also value good internet banking facilities. Therefore I advise banks to keep improving their internet banking facilities. The emphasis on internet banking does not mean that physical banking is no longer important at all. Students still want to be served quick and efficient by friendly bank personnel. Therefore banks should also focus on improving their services at the bank’s branch. Low service charges are also important to students. For the student packages the service charges are practically zero, but after graduation they have to switch to a regular account that does charge for the services. I think that banks can retain even more students and even attract students from other banks when they offer graduates a special package with lower than normal service charges for a couple of years. At the start of the career the graduate’s income is not that high, so therefore he or she might be attracted to a bank that has low service charges. After a while, when income rises, service charges may become less important and they become more willing to pay higher charges.  An investigation of the websites of the main banks that were studied in this research shows that only the ABN AMRO bank offers a special “Young Professionals” account, with several discounts for this group. So there seem to be opportunities for other banks to create this type of account as well. This research also provided evidence that free gift incentives, that are often used to attract students, are not an important factor for students to open an account. Therefore I advise banks to either stop these promotions giving more emphasis on free cash incentives that are very important, or to continue with free gift incentives, but not to heavily promote it, since this is just a waste of advertising money. Finally students also indicated that they would appreciate it very much if, when they would switch banks, their new bank would facilitate the transfer from their old bank to their new bank. 

7.2 Limitations

This research also has some important limitations. The most important limitation is the timeframe in which this research took place, compared with the benchmark studies. This research effort took place shortly after the 2008 financial crisis. This crisis might have a significant influence on the Dutch consumers. From this research it can be seen that the safety of banking is extremely important now. In the benchmark studies, bank choice characteristics regarding the safety of banking were not even included, except for the reputation of the bank. Therefore it becomes harder to make a good, solid comparison between Dutch, Bahraini and UK students, due to the changed circumstances on the financial market and the economy as a whole. 

Another limitation of this research is the narrow geographical region in which the study took place. This study only focused on students from the Erasmus University. It can be questioned if the results of this study can be generalised on the entire Dutch student population. Students in for instance Maastricht might employ other banks more often, like the SNS bank that is originally a bank situated in the Southern parts of the Netherlands. In my research the percentage of students that employed this bank was only very minor. 

The questionnaire also provided some limitations. The bank choice characteristics were not pre-tested on a sample of students, to check if they understood the meaning of the bank choice criteria. The decision to skip the pre-testing of the bank choice criteria was taken for two main reasons. First of all time constraints limited the possibilities of a thorough pre-testing of the understandability of the criteria. Furthermore most criteria were already used in previous studies among students. Therefore I expected that the problems arising from this issue would be minor. There is no hard evidence that some of the bank choice criteria were not understood by the respondents, but pre-testing would have allowed me to exclude this having any influence at all. It would also have been very informative if the question on the time since account opening would have been further extended. The answering options for this question now included: Less than half a year ago, less than one year ago, less than two years ago, less than three years ago, and more than three years ago. These categories were chosen because I wanted to gather information on how many students opened an account after the 2008 financial crisis and I felt that students would not exactly remember when their main account was opened when this happened many years ago. It would have been more informative to use the following categories: Less than six months ago, less than one year ago, one to five years ago, and more than five years ago. This way I would get information on how many students opened an account very recently, how many students opened an account possible at the beginning or during their time at the university and how many students opened their account even before they went to university. 

7.3 Directions for future research

This research has provided some insights for future research as well. First of all more research among different student populations could give more insight on this topic, since the research of this market segment regarding the bank choice process is still very limited. There are only a few countries were research was performed on this topic and this research may now be outdated, since the 2008 financial crisis may have altered this bank choice process. Therefore especially new research on the Bahraini or UK student population may give some valuable insights of the effect of the crisis on the bank choice process of students. 

Another very interesting direction for future research is to look deeper into the subject of sustainable banking. Here it was only briefly touched upon and it turned out that investments of banks in sustainable funds are only of minor importance to Dutch students. It might be worthwhile to investigate the importance of sustainable banking among the entire Dutch population, but also to investigate it more thoroughly among the student population. 
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Appendix

Tables

Table 1
Factors affecting students’ choice of bank (Lewis, 1982)

	Factor
	
	Weighted totals

	1
	Convenience of location (college)
	479

	2
	Parents use that bank
	470

	3
	Parents advised you to bank there
	332

	4
	Convenience of location (home)
	314

	5
	Free gifts given
	282

	6
	Recommended by friends
	227

	7
	Range of services offered
	170

	8
	Convenience of location (digs/hall)
	134

	9
	Influence of advertising
	107

	10
	Parents opened it for you
	88

	11
	Overdraft facilities
	74

	12
	Firm opened it for you
	36

	13
	To be different from parents
	31

	14
	Name of bank on grant cheque
	10


Table 2
10 most important influences on the choice of supplier (Thwaites and Vere, 1995)

	Variable
	Mean importance score
	Rank

	Proximity of ATM to college
	5.75
	1

	Free banking
	5.70
	2

	Overall student offer
	5.64
	3

	Charges payable
	5.58
	4

	Size of ATM network
	5.56
	5

	Overdraft size and availability
	5.31
	6

	Fast and efficient service
	5.25
	7

	Proximity of branch to college
	5.16
	8

	Interest charged on borrowing
	4.88
	9

	Range of services offered
	4.80
	10


Table 3
Mean importance of 19 bank selection criteria (Tank and Tyler, 2005)

	Bank selection criteria
	Mean values
	Importance rating

	Recommendations by friends and family
	3.90
	1

	Reputation/image of financial institution
	3.76
	2

	Level of interest rate
	3.66
	3

	Free cash incentives
	3.61
	4

	Ease of account opening
	3.61
	5

	Large overdraft facility
	3.59
	6

	Larger ATM network
	3.49
	7

	Proximity of branch to home/university
	3.49
	8

	Proximity of ATM to home/university
	3.45
	9

	Range of services offered
	3.41
	10

	Already had an account there
	3.39
	11

	Free gift incentives
	3.30
	12

	Knowledgeable/helpful staff
	3.27
	13

	Large credit card limit
	3.22
	14

	Low interest on loans
	3.18
	15

	Internet banking
	3.08
	16

	Access to student adviser
	3.01
	17

	Telephone banking
	2.85
	18

	Advertising
	2.73
	19


Table 4
Decision factors of Singapore’s undergraduates (Ta and Har, 2000)

	Attributes
	Level 2 priorities

	High interest rates
	0.199

	Convenient location
	0.126

	Quality of service
	0.121

	Self-banking facilities
	0.117

	Low charges
	0.117

	Low loan-rates
	0.110

	Long operating hours
	0.084

	Undergraduate privileges
	0.079

	Recommendations
	0.047


Table 5
Factor groups of the bank selection criteria (Gerrard and Cunningham, 2001)

	Factor 1 - appearances - Cronbach alpha 0.80
	

	Interior decor of building
	0.85

	Attractiveness of bank buildings
	0.83

	Appearance and attire of staff
	0.65

	Class of people who patronize the bank
	0.60

	Professionalism of bank staff
	0.51

	Factor 2 - services provision - Cronbach alpha 0.74
	

	Regular bank statements
	0.76

	Appropriate range of services offered
	0.74

	Confidentiality
	0.73

	Provision of a fast and efficient service
	0.55

	Factor 3 - people influences - Cronbach alpha 0.74
	

	Influence of friends
	0.84

	Influence of family
	0.83

	Influence of teachers
	0.63

	Factor 4 - non-people influences - Cronbach alpha 0.69
	

	Free gifts
	0.83

	Influential marketing campaign
	0.80

	Factor 5 - convenience - Cronbach alpha 0.73
	

	Convenience to home
	0.89

	Convenience to university
	0.87

	Factor 6 - electronic services - Cronbach alpha 0.69
	

	Provision of NETS
	0.84

	Availability of ATM machines
	0.83

	Factor 7 - secure feeling - Cronbach alpha 0.60
	

	Interest rates offered
	0.77

	Financial stability of the bank
	0.77


Table 6
Bank selection factors (Almossawi, 2001)

	Determinant factors
	
	
	

	Convenient ATM locations
	4.25
	Adequate number of tellers
	3.73

	Availability of ATM in several locations
	4.20
	Several branches
	3.69

	Bank’s reputation
	4.19
	Availability of home banking facilities
	3.62

	24 hour availability of ATM services
	4.16
	Low service charges
	3.60

	Available parking space nearby
	4.12
	Availability of debit cards
	3.57

	Friendliness of bank personnel
	4.10
	Pleasant bank atmosphere
	3.57

	Ease of opening a current account
	4.06
	Convenient location of the main branch
	3.55

	Variety of services offered
	4.01
	Friday banking
	3.53

	Ease of obtaining loans
	3.95
	Paying highest interest rates on saving accounts
	3.53

	Providing credit cards with no annual fees
	3.90
	External appearance of bank
	3.41

	Low interest rates on loans
	3.89
	Reception at the bank
	3.40

	Confidence in bank manager
	3.86
	Banking by mail
	3.37

	Convenient branch locations
	3.79
	Recommendations of relatives
	3.18

	The area of the parking space
	3.79
	Recommendations of friends
	3.08

	Bank opens afternoon
	3.78
	My employer uses the same bank
	2.99


Table 7
Overview of the hypotheses regarding the bank selection criteria

	Hypotheses regarding bank choice criteria: an overview

	Major importance
	Minor importance

	Convenient ATM locations
	Convenient location of branches of the bank

	Large ATM network
	Large number of bank branches

	Availability of internet banking 
	Low service charges

	Providing credit cards with no annual fees
	Paying highest interest rate on saving accounts

	Easy to open a current account 
	Low interest rates on loans

	Bank has a good reputation
	Recommendation by family

	Free cash incentives
	Recommendation by friends

	Large overdraft facility
	Good availability of parking space

	Provision of fast and efficient service
	Easy to obtain a loan 

	Financial stability of the bank
	Large range of services offered

	Rating of the bank by an independent institution
	Long opening hours of branch

	Size of the bank
	External appearance of the bank 

	Nationality of the bank
	Free gift incentives

	Bank invests in environmentally friendly/sustainable funds
	Interesting advertising

	Friendly and knowledgeable bank personnel
	Availability of personal account manager

	
	Large credit card limit


Table 8
Students’ current bank choice

	Bank
	Frequency
	Percentage

	ABN AMRO
	45
	21.4%

	Fortis bank
	5
	2.4%

	ING/Postbank
	81
	38.6%

	Rabobank
	77
	36.7%

	SNS bank
	1
	0.5%

	Other
	1
	0.5%


Table 9
Type of accounts held by students

	Type of account
	Frequency
	Percentage

	Youth account
	2
	1%

	Student account
	168
	80%

	Standard account
	40
	19%


Table 10
Products held by students

	Product
	Frequency
	Percentage of total

	Current account
	210
	100%

	Savings account
	176
	83.8%

	Loan
	4
	1.9%

	Investment product
	13
	6.2%

	Mortgage
	4
	1.9%

	Credit card
	57
	27.1%

	Insurance
	4
	1.9%


Table 11
Reasons for account opening

	Reason for opening account
	Frequency
	Percentage

	Parents opened account
	87
	41.4%

	Same bank as parents
	67
	31.9%

	Good offer by bank
	40
	19%

	Random choice
	13
	6.2%

	Other
	3
	1.5%


Table 12
Time since account opening

	Time since account opening
	Frequency
	Percentage

	Less than 6 months ago
	1
	0.5%

	Less than 1 year ago
	13
	6.2%

	Less than 2 years ago
	8
	3.8%

	Less than 3 years ago
	8
	3.8%

	More than 3 years ago
	180
	85.7%


Table 13
Number of banks at which students hold accounts

	Number of banks
	Frequency
	Percentage

	1 bank
	131
	62.4%

	2 banks
	62
	29.5%

	3 banks
	10
	4.8%

	More than 3 banks
	7
	3.3%


Table 14
Satisfaction with current bank

	Satisfaction with bank
	Frequency
	Percentage

	Very satisfied
	78
	37.1%

	Satisfied
	115
	54.8%

	Not satisfied, not dissatisfied
	10
	4.8%

	Dissatisfied
	7
	3.3%

	Very dissatisfied
	0
	0%


Table 15
Switching intention of students

	Switching intention
	Frequency
	Percentage

	Yes
	6
	2.9%

	No
	187
	89.1%

	Don’t know yet
	17
	8.1%


Table 16
Preferred bank by students

	Preferred bank
	Frequency
	Percentage

	ABN AMRO
	35
	16.7%

	Fortis bank
	4
	1.9%

	ING/Postbank
	51
	24.3%

	Rabobank
	109
	51.9%

	SNS bank
	3
	1.4%

	Other
	8
	3.8%


Table 17
Gender

	Gender
	Frequency
	Percentage

	Male
	95
	45.2%

	Female
	115
	54.8%


Table 18 
Living situation

	Living situation
	Frequency
	Percentage

	With parents
	79
	37.6%

	Alone
	57
	27.1%

	With friends
	44
	21%

	With partner
	30
	14.3%


Table 19 
Type of study pursued by the students

	Study
	Frequency
	Percentage

	Economical study
	117
	55.7%

	Law
	9
	4.3%

	Psychology/sociology
	57
	27.1%

	Medical
	21
	10%

	Technical
	1
	0.5%

	History
	1
	0.5%

	Arts
	2
	1%

	Other
	2
	1%


Table 20 
Cross-tabulation of current and preferred bank by students

	Preferred
	Current
	ABN AMRO
	Fortis bank
	ING/Postbank
	Rabobank
	SNS bank
	Other

	ABN AMRO
	53.3%
	0.0%
	9.9%
	3.9%
	0.0%
	0.0%

	Fortis bank
	0.0%
	60.0%
	1.2%
	0.0%
	0.0%
	0.0%

	ING/Postbank
	11.1%
	0.0%
	54.3%
	1.3%
	0.0%
	100.0%

	Rabobank
	28.9%
	20.0%
	28.4%
	92.2%
	100.0%
	0.0%

	SNS bank
	4.4%
	0.0%
	1.2%
	0.0%
	0.0%
	0.0%

	Other
	2.2%
	20.0%
	4.9%
	2.6%
	0.0%
	0.0%

	Total
	45
	5
	81
	77
	1
	1


Table 21
Chi-square test on cross-tabulation current*preferred

	Chi-Square Tests
	
	
	
	

	 
	Value
	degrees of freedom
	Asymp. Sig. (2-sided)

	Pearson Chi-Square
	239.994
	25
	0.0000
	

	Likelihood Ratio
	163.618
	25
	0.0000
	

	Linear-by-Linear Association
	41.927
	1
	0.0000
	


Table 22
Cross-tabulation of current bank and reason for account opening at that bank

	Reason
	Current
	ABN AMRO
	Fortis bank
	ING/Postbank
	Rabobank
	SNS bank
	Other

	Parents opened account
	33.3%
	40.0%
	56.8%
	31.2%
	0.0%
	0.0%

	Same bank as parents
	20.0%
	20.0%
	27.2%
	45.5%
	0.0%
	100.0%

	Good offer
	37.8%
	40.0%
	8.6%
	18.2%
	0.0%
	0.0%

	Random choice
	8.9%
	0.0%
	7.4%
	2.6%
	100.0%
	0.0%

	Other
	0.0%
	0.0%
	0.0%
	2.6%
	0.0%
	0.0%

	Total
	45
	5
	81
	77
	1
	1


Table 23
Chi-square test on cross-tabulation current*reason

	Chi-Square Tests
	
	
	
	

	 
	Value
	degrees of freedom
	Asymp. Sig. (2-sided)

	Pearson Chi-Square
	52.854
	20
	0.0001
	

	Likelihood Ratio
	43.694
	20
	0.0017
	

	Linear-by-Linear Association
	0.701
	1
	0.4024
	


Table 24
Cross-tabulation of current bank and degree of satisfaction

	satisfaction
	Current
	ABN AMRO
	Fortis bank
	ING/Postbank
	Rabobank
	SNS bank
	Other

	Very satisfied
	33.3%
	20.0%
	25.9%
	52.3%
	0.0%
	0.0%

	Satisfied
	48.9%
	80.0%
	65.4%
	44.2%
	100.0%
	100.0%

	Not satisfied, not dissatisfied
	8.9%
	0.0%
	6.2%
	1.2%
	0.0%
	0.0%

	Dissatisfied
	8.9%
	0.0%
	2.4%
	1.2%
	0.0%
	0.0%

	Very dissatisfied
	0.0%
	0.0%
	0.0%
	0.0%
	0.0%
	0.0%

	Total
	45
	5
	81
	77
	1
	1


Table 25
Chi-square test on cross-tabulation current*satisfaction

	Chi-Square Tests
	
	
	
	

	 
	Value
	degrees of freedom
	Asymp. Sig. (2-sided)

	Pearson Chi-Square
	24.071
	15
	0.0639
	

	Likelihood Ratio
	24.381
	15
	0.0589
	

	Linear-by-Linear Association
	8.804
	1
	0.0030
	


Table 26
Cross-tabulation of current bank and switching intention

	switching
	Current
	ABN AMRO
	Fortis bank
	ING/Postbank
	Rabobank
	SNS bank
	Other

	Yes
	6.7%
	0.0%
	2.4%
	1.2%
	0.0%
	0.0%

	No
	82.2%
	100.0%
	85.2%
	96.1%
	100.0%
	100.0%

	Don’t know yet
	11.1%
	0.0%
	12.3%
	2.6%
	0.0%
	0.0%

	Total
	45
	5
	81
	77
	1
	1


Table 27
Chi-square test on cross-tabulation current*witching intention

	Chi-Square Tests
	
	
	
	

	 
	Value
	degrees of freedom
	Asymp. Sig. (2-sided)

	Pearson Chi-Square
	9.833
	10
	0.4551
	

	Likelihood Ratio
	10.873
	10
	0.3675
	

	Linear-by-Linear Association
	0.183
	1
	0.6690
	


Table 28
Factor analysis: Eigenvalues
	Total Variance Explained
	
	
	
	
	
	
	

	
	Initial Eigenvalues
	
	Extraction Sums
	Rotation Sums 

	Component
	Total
	% of Var.
	Cum. %
	Total
	% of Var.
	Cum %
	Total
	% of Var.
	Cum. %

	1
	7.410
	23.905
	23.905
	7.410
	23.905
	23.905
	3.800
	12.260
	12.260

	2
	2.523
	8.139
	32.045
	2.523
	8.139
	32.045
	2.686
	8.666
	20.927

	3
	2.307
	7.444
	39.489
	2.307
	7.444
	39.489
	2.353
	7.591
	28.519

	4
	1.899
	6.127
	45.616
	1.899
	6.127
	45.616
	2.297
	7.412
	35.932

	5
	1.655
	5.341
	50.958
	1.655
	5.341
	50.958
	2.250
	7.259
	43.191

	6
	1.403
	4.526
	55.484
	1.403
	4.526
	55.484
	2.072
	6.685
	49.877

	7
	1.215
	3.920
	59.404
	1.215
	3.920
	59.404
	2.069
	6.675
	56.552

	8
	1.102
	3.555
	62.960
	1.102
	3.555
	62.960
	1.537
	4.960
	61.512

	9
	1.035
	3.339
	66.300
	1.035
	3.339
	66.300
	1.484
	4.788
	66.300

	10
	0.904
	2.916
	69.216
	
	
	
	
	
	

	11
	0.872
	2.815
	72.032
	
	
	
	
	
	

	12
	0.843
	2.720
	74.752
	
	
	
	
	
	

	13
	0.748
	2.415
	77.168
	
	
	
	
	
	

	14
	0.725
	2.340
	79.508
	
	
	
	
	
	

	15
	0.689
	2.224
	81.733
	
	
	
	
	
	

	16
	0.614
	1.981
	83.714
	
	
	
	
	
	

	17
	0.577
	1.864
	85.579
	
	
	
	
	
	

	18
	0.517
	1.668
	87.248
	
	
	
	
	
	

	19
	0.491
	1.583
	88.832
	
	
	
	
	
	

	20
	0.445
	1.438
	90.270
	
	
	
	
	
	

	21
	0.421
	1.359
	91.629
	
	
	
	
	
	

	22
	0.389
	1.255
	92.885
	
	
	
	
	
	

	23
	0.362
	1.169
	94.054
	
	
	
	
	
	

	24
	0.333
	1.075
	95.129
	
	
	
	
	
	

	25
	0.300
	0.970
	96.100
	
	
	
	
	
	

	26
	0.270
	0.872
	96.972
	
	
	
	
	
	

	27
	0.253
	0.817
	97.790
	
	
	
	
	
	

	28
	0.218
	0.705
	98.495
	
	
	
	
	
	

	29
	0.178
	0.574
	99.070
	
	
	
	
	
	

	30
	0.160
	0.519
	99.589
	
	
	
	
	
	

	31
	0.127
	0.410
	100
	
	
	
	
	
	


Graph 1
Factor analysis: Scree plot


[image: image1]
Table 29
Factor analysis: KMO and Bartlett’s test

	KMO and Bartlett's Test
	KMO and Bartlett's Test
	

	Kaiser-Meyer-Olkin Measure of Sampling Adequacy.
	
	0.772

	Bartlett's Test of Sphericity
	Approx. Chi-Square
	2510.888

	
	df
	465

	
	Sig.
	0.000


Table 30
Factor analysis: Unrotated component matrix

	Component Matrix
	
	
	
	
	
	
	
	
	

	 
	Component
	
	
	
	
	
	

	
	1
	2
	3
	4
	5
	6
	7
	8
	9

	Convenient location of branches of the bank
	 
	 
	 
	 
	
	0.380
	 
	 
	 

	Large number of bank branches
	
	 
	 
	-0.511
	 
	 
	 
	 
	 

	Convenient ATM locations
	
	 
	 
	-0.553
	 
	 
	 
	 
	 

	Large ATM network
	
	 
	 
	-0.557
	 
	 
	 
	 
	 

	Low service charges
	
	 
	 
	 
	0.436
	
	 
	
	 

	Paying highest interest rate on savings 
	
	 
	 
	0.408
	
	 
	 
	 
	 

	Low interest rates on loans
	 
	
	 
	 
	0.492
	 
	 
	 
	 

	Recommendation by family
	 
	 
	0.677
	
	 
	 
	 
	 
	 

	Recommendation by friends
	 
	 
	0.599
	
	 
	 
	 
	 
	 

	Good availability of parking space
	0.447
	
	 
	 
	 
	 
	 
	 
	 

	Availability of internet banking
	 
	0.509
	 
	 
	 
	 
	 
	 
	 

	Providing credit cards with no annual fees
	0.564
	 
	
	 
	 
	 
	 
	 
	 

	Large credit card limit
	0.564
	 
	 
	 
	 
	 
	 
	 
	 

	Easy to open a current account
	0.561
	 
	 
	 
	 
	 
	 
	 
	 

	Easy to obtain a loan
	0.517
	 
	 
	 
	 
	 
	 
	 
	 

	Large range of services offered
	0.616
	 
	 
	 
	 
	 
	 
	 
	 

	Friendly & knowledgeable bank personnel
	0.728
	 
	 
	 
	 
	 
	 
	 
	 

	Long opening hours of branch
	0.685
	 
	 
	 
	 
	 
	 
	 
	 

	Bank has a good reputation
	
	0.551
	 
	 
	 
	 
	 
	 
	 

	External appearance of the bank
	0.467
	 
	 
	 
	 
	 
	
	 
	 

	Free cash incentives
	0.639
	 
	 
	 
	 
	
	 
	 
	 

	Large overdraft facility
	0.553
	
	 
	 
	 
	 
	 
	 
	 

	Free gift incentives
	0.518
	 
	 
	 
	 
	 
	
	 
	 

	Interesting advertising
	0.519
	 
	 
	 
	 
	 
	
	 
	 

	Provision of fast and efficient service
	0.623
	 
	 
	 
	 
	 
	 
	 
	 

	Financial stability of the bank
	
	0.606
	 
	 
	 
	 
	 
	 
	 

	Rating of the bank by an indep. institution
	0.478
	
	 
	 
	 
	 
	 
	 
	 

	Size of the bank
	 
	
	
	 
	 
	 
	 
	0.481
	 

	Nationality of the bank
	 
	 
	 
	 
	 
	 
	 
	 
	0.482

	Bank invests in sustainable funds
	0.492
	 
	 
	 
	 
	 
	 
	 
	 

	Availability of a personal account manager
	0,621
	 
	 
	 
	 
	 
	 
	 
	 


Table 31
Factor analysis: Rotated component matrix

	Rotated Component Matrix
	
	
	
	
	
	
	
	
	

	 
	Component
	
	
	
	
	
	
	

	
	1
	2
	3
	4
	5
	6
	7
	8
	9

	Convenient location of branches of the bank
	 
	0.569
	 
	 
	 
	 
	
	 
	 

	Large number of bank branches
	 
	0.720
	 
	 
	 
	 
	 
	 
	 

	Convenient ATM locations
	 
	0.758
	 
	 
	 
	 
	 
	 
	 

	Large ATM network
	 
	0.724
	 
	 
	 
	 
	 
	 
	 

	Low service charges
	 
	 
	 
	 
	 
	 
	 
	 
	0.782

	Paying highest interest rate on savings
	 
	 
	 
	 
	 
	 
	0.505
	 
	

	Low interest rates on loans
	 
	 
	 
	 
	 
	 
	0.790
	 
	 

	Recommendation by family
	 
	 
	 
	 
	 
	0.918
	 
	 
	 

	Recommendation by friends
	 
	 
	 
	 
	 
	0.887
	 
	 
	 

	Good availability of parking space
	
	0.479
	 
	 
	 
	 
	 
	 
	 

	Availability of internet banking
	 
	 
	0.663
	 
	 
	 
	 
	 
	 

	Providing credit cards with no annual fees
	0.718
	 
	 
	 
	 
	 
	 
	 
	 

	Large credit card limit
	0.793
	 
	 
	 
	 
	 
	 
	 
	 

	Easy to open a current account
	 
	 
	0.714
	 
	 
	 
	 
	 
	 

	Easy to obtain a loan
	
	 
	 
	 
	 
	 
	0.693
	 
	 

	Large range of services offered
	0.501
	 
	
	 
	 
	 
	 
	 
	 

	Friendly & knowledgeable bank personnel
	 
	 
	0.402
	 
	 
	 
	 
	 
	 

	Long opening hours of branch
	0.477
	 
	 
	 
	 
	 
	 
	 
	 

	Bank has a good reputation
	 
	 
	 
	0.690
	 
	 
	 
	 
	 

	External appearance of the bank
	 
	 
	 
	 
	0.508
	 
	 
	 
	

	Free cash incentives
	
	 
	 
	 
	
	 
	 
	 
	0.445

	Large overdraft facility
	0.640
	 
	 
	 
	 
	 
	 
	 
	 

	Free gift incentives
	 
	 
	 
	 
	0.775
	 
	 
	 
	 

	Interesting advertising
	 
	 
	 
	 
	0.827
	 
	 
	 
	 

	Provision of fast and efficient service
	
	 
	0.601
	 
	 
	 
	 
	 
	 

	Financial stability of the bank
	 
	 
	 
	0.719
	 
	 
	 
	 
	 

	Rating of the bank by an indep. institution
	 
	 
	 
	0.801
	 
	 
	 
	 
	 

	Size of the bank
	 
	 
	 
	0.505
	 
	 
	 
	
	 

	Nationality of the bank
	 
	 
	 
	 
	 
	 
	 
	0.731
	 

	Bank invests in sustainable funds
	0.496
	 
	 
	 
	 
	 
	 
	 
	 

	Availability of a personal account manager
	0.673
	 
	 
	 
	 
	 
	 
	 
	 


Table 32
Factor analysis: Cronbach’s alpha

	Factor
	Cronbach’s α
	Improvement
	How

	Extra banking services
	0.814
	No
	

	Locational convenience
	0.734
	No
	

	Quality of banking
	0.709
	Yes
	Delete internet banking

	Safety of banking
	0.717
	Yes
	Delete size of the bank

	Marketing
	0.694
	Yes
	Delete external appearance

	3rd party influences
	0.899
	NA
	

	Lending and saving facilities
	0.683
	Yes
	Delete interest on savings

	Financial aspects
	0.570
	NA
	


Table 33
Test on heterogeneity: male versus female

	
	
	
	Levene's Test
	 
	

	 
	Female
	Male
	F
	Sig.
	Equal variances
	Sig. 

	Convenient location of branches of the bank
	4.661
	3.832
	0.778
	0.379
	Assumed
	0.000*

	Large number of bank branches
	4.139
	3.558
	0.009
	0.922
	Assumed
	0.007*

	Convenient ATM locations
	4.652
	3.979
	1.991
	0.160
	Assumed
	0.008*

	Large ATM network
	4.904
	4.358
	2.033
	0.155
	Assumed
	0.026*

	Low service charges
	5.579
	5.179
	1.022
	0.313
	Assumed
	0.052

	Paying highest interest rate on savings account
	5.513
	5.137
	2.467
	0.118
	Assumed
	0.077

	Low interest rates on loans
	4.384
	3.832
	0.231
	0.631
	Assumed
	0.036*

	Recommendation by family
	4.452
	3.484
	0.347
	0.557
	Assumed
	0.000*

	Recommendation by friends
	4.122
	3.432
	2.723
	0.100
	Assumed
	0.002*

	Good availability of parking space
	2.530
	2.204
	2.556
	0.111
	Assumed
	0.109

	Availability of internet banking
	6.553
	6.663
	2.325
	0.129
	Assumed
	0.359

	Providing credit cards with no annual fees
	4.307
	4.189
	0.104
	0.747
	Assumed
	0.661

	Large credit card limit
	3.326
	3.147
	1.236
	0.268
	Assumed
	0.438

	Easy to open a current account
	5.470
	5.053
	0.581
	0.447
	Assumed
	0.035*

	Easy to obtain a loan
	3.852
	3.589
	0.614
	0.434
	Assumed
	0.236

	Large range of services offered
	4.609
	4.242
	1.381
	0.241
	Assumed
	0.089

	Friendly and knowledgeable bank personnel
	5.122
	4.663
	4.855
	0.029
	Not assumed
	0.037*

	Long opening hours of branch
	4.843
	4.347
	5.325
	0.022
	Not assumed
	0.043*

	Bank has a good reputation
	6.052
	5.716
	16.887
	0.000
	Not assumed
	0.063

	External appearance of the bank
	3.650
	3.808
	5.846
	0.016
	Not assumed
	0.507

	Free cash incentives
	4.809
	4.311
	0.907
	0.342
	Assumed
	0.021*

	Large overdraft facility
	3.247
	3.137
	3.937
	0.049
	Not assumed
	0.623

	Free gift incentives
	3.730
	3.063
	4.609
	0.033
	Not assumed
	0.007*

	Interesting advertising
	3.522
	2.895
	0.751
	0.387
	Assumed
	0.008*

	Provision of fast and efficient service
	5.474
	5.474
	1.779
	0.184
	Assumed
	0.532

	Financial stability of the bank
	6.070
	6.000
	0.163
	0.687
	Assumed
	0.647

	Rating of bank by independent institution
	5.245
	5.181
	0.789
	0.375
	Assumed
	0.765

	Size of the bank
	4.705
	4.705
	0.780
	0.378
	Assumed
	0.284

	Nationality of the bank
	5.017
	5.000
	0.238
	0.626
	Assumed
	0.935

	Bank invests in sustainable funds
	4.022
	3.421
	8.305
	0.004
	Not assumed
	0.008*

	Availability of a personal account manager
	3.648
	3.459
	2.099
	0.149
	Assumed
	0.381


Table 34
Standardised test on heterogeneity: Males versus females

	
	
	
	Levene's Test for Equality of Variances

	 
	Female
	Male
	F
	Sig.
	Equal variances
	Sig. 

	Convenient location of branches of the bank
	0.224
	-0.271
	0.778
	0.379
	assumed
	0.000*

	Large number of bank branches
	0.168
	-0.203
	0.009
	0.922
	assumed
	0.007*

	Convenient ATM locations
	0.165
	-0.200
	1.991
	0.160
	assumed
	0.008*

	Large ATM network
	0.140
	-0.169
	2.033
	0.155
	assumed
	0.026*

	Low service charges
	0.122
	-0.147
	1.155
	0.284
	assumed
	0.052

	Paying highest interest rate on savings account
	0.111
	-0.134
	2.467
	0.118
	assumed
	0.077

	Low interest rates on loans
	0.133
	-0.161
	0.216
	0.643
	assumed
	0.034*

	Recommendation by family
	0.261
	-0.316
	0.347
	0.557
	assumed
	0.000*

	Recommendation by friends
	0.190
	-0.230
	2.723
	0.100
	assumed
	0.002*

	Good availability of parking space
	0.097
	-0.117
	2.168
	0.142
	assumed
	0.123

	Availability of internet banking
	-0.059
	0.071
	2.422
	0.121
	assumed
	0.349

	Providing credit cards with no annual fees
	0.030
	-0.036
	0.146
	0.703
	assumed
	0.636

	Large credit card limit
	0.048
	-0.059
	1.513
	0.220
	assumed
	0.441

	Easy to open a current account
	0.132
	-0.160
	0.581
	0.447
	assumed
	0.035*

	Easy to obtain a loan
	0.074
	-0.090
	0.614
	0.434
	assumed
	0.236

	Large range of services offered
	0.107
	-0.129
	1.381
	0.241
	assumed
	0.089

	Friendly and knowledgeable bank personnel
	0.133
	-0.161
	4.855
	0.029
	not assumed
	0.037*

	Long opening hours of branch
	0.129
	-0.156
	5.325
	0.022
	not assumed
	0.043*

	Bank has a good reputation
	0.123
	-0.149
	16.887
	0.000
	not assumed
	0.063

	External appearance of the bank
	-0.047
	0.057
	5.363
	0.022
	not assumed
	0.461

	Free cash incentives
	0.145
	-0.175
	0.907
	0.342
	assumed
	0.021*

	Large overdraft facility
	0.028
	-0.034
	3.662
	0.057
	assumed
	0.651

	Free gift incentives
	0.172
	-0.208
	4.609
	0.033
	not assumed
	0.007*

	Interesting advertising
	0.166
	-0.201
	0.751
	0.387
	assumed
	0.008*

	Provision of fast and efficient service
	0.041
	-0.049
	1.231
	0.268
	assumed
	0.519

	Financial stability of the bank
	0.030
	-0.037
	0.129
	0.720
	assumed
	0.628

	Rating of bank by independent institution
	0.015
	-0.018
	0.753
	0.387
	assumed
	0.811

	Size of the bank
	0.067
	-0.081
	0.780
	0.378
	assumed
	0.284

	Nationality of the bank
	0.005
	-0.006
	0.238
	0.626
	assumed
	0.953

	Bank invests in sustainable funds
	0.176
	-0.212
	7.560
	0.006
	not assumed
	0.007*

	Availability of a personal account manager
	0.057
	-0.068
	2.191
	0.140
	assumed
	0.368


Table 35
Test on heterogeneity: Living situation independent versus with parents

	
	
	
	Levene's Test
	 
	

	 
	Independent
	Parents
	F
	Sig.
	Equal variances
	Sig.

	Convenient location of branches of the bank
	4.000
	4.759
	2.813
	0.095
	Assumed
	0.001*

	Large number of bank branches
	3.863
	3.899
	0.992
	0.320
	Assumed
	0.872

	Convenient ATM locations
	4.084
	4.785
	2.741
	0.099
	Assumed
	0.007*

	Large ATM network
	4.511
	4.899
	4.521
	0.035
	Not assumed
	0.112

	Low service charges
	5.354
	5.468
	0.257
	0.613
	Assumed
	0.590

	Paying highest interest rate on savings
	5.198
	5.582
	2.175
	0.142
	Assumed
	0.079

	Low interest rates on loans
	3.962
	4.419
	1.696
	0.194
	Assumed
	0.092

	Recommendation by family
	3.962
	4.101
	5.686
	0.018
	Not assumed
	0.545

	Recommendation by friends
	3.710
	3.975
	4.546
	0.034
	Not assumed
	0.245

	Good availability of parking space
	2.262
	2.582
	0.070
	0.792
	Assumed
	0.127

	Availability of internet banking
	6.623
	6.570
	0.041
	0.841
	Assumed
	0.666

	Providing credit cards with no annual fees
	4.269
	4.228
	0.009
	0.923
	Assumed
	0.880

	Large credit card limit
	3.378
	3.025
	1.954
	0.164
	Assumed
	0.136

	Easy to open a current account
	5.244
	5.342
	1.334
	0.250
	Assumed
	0.633

	Easy to obtain a loan
	3.649
	3.873
	0.024
	0.876
	Assumed
	0.325

	Large range of services offered
	4.412
	4.494
	2.307
	0.130
	Assumed
	0.714

	Friendly and knowledgeable bank personnel
	4.756
	5.177
	5.959
	0.015
	Not assumed
	0.043*

	Long opening hours of branch
	4.634
	4.595
	5.990
	0.015
	Not assumed
	0.871

	Bank has a good reputation
	5.901
	5.899
	0.017
	0.895
	Assumed
	0.991

	External appearance of the bank
	3.698
	3.759
	0.187
	0.666
	Assumed
	0.798

	Free cash incentives
	4.638
	4.494
	0.048
	0.827
	Assumed
	0.516

	Large overdraft facility
	3.354
	2.937
	1.910
	0.168
	Assumed
	0.065

	Free gift incentives
	3.374
	3.519
	0.159
	0.691
	Assumed
	0.563

	Interesting advertising
	3.267
	3.190
	0.545
	0.461
	Assumed
	0.751

	Provision of fast and efficient service
	5.520
	5.570
	0.013
	0.909
	Assumed
	0.795

	Financial stability of the bank
	5.993
	6.114
	1.110
	0.293
	Assumed
	0.434

	Rating of bank by independent institution
	5.072
	5.456
	0.463
	0.497
	Assumed
	0.080

	Size of the bank
	4.939
	4.633
	0.303
	0.583
	Assumed
	0.140

	Nationality of the bank
	4.962
	5.089
	2.237
	0.136
	Assumed
	0.563

	Bank invests in sustainable funds
	3.647
	3.921
	1.558
	0.213
	Assumed
	0.232

	Availability of a personal account manager
	3.566
	3.557
	1.695
	0.194
	Assumed
	0.968


Table 36
Standardised test on heterogeneity: Living situation
	
	
	
	Levene's Test 
	

	 
	Independent
	Parents
	F
	Sig.
	Equal variances
	Sig. 

	Convenient location of branches of the bank
	-0.170
	0.282
	2.813
	0.095
	assumed
	0.001*

	Large number of bank branches
	-0.008
	0.014
	0.992
	0.320
	assumed
	0.872

	Convenient ATM locations
	-0.143
	0.237
	2.741
	0.099
	assumed
	0.007*

	Large ATM network
	-0.082
	0.136
	4.521
	0.035
	assumed
	0.125

	Low service charges
	-0.029
	0.048
	0.189
	0.664
	assumed
	0.589

	Paying highest interest rate on savings account
	-0.094
	0.156
	2.175
	0.142
	assumed
	0.079

	Low interest rates on loans
	-0.092
	0.153
	1.741
	0.188
	assumed
	0.085

	Recommendation by family
	-0.031
	0.052
	5.686
	0.018
	not assumed
	0.545

	Recommendation by friends
	-0.061
	0.101
	4.546
	0.034
	not assumed
	0.245

	Good availability of parking space
	-0.080
	0.132
	0.030
	0.863
	assumed
	0.138

	Availability of internet banking
	0.022
	-0.037
	0.028
	0.867
	assumed
	0.678

	Providing credit cards with no annual fees
	0.010
	-0.016
	0.002
	0.967
	assumed
	0.857

	Large credit card limit
	0.080
	-0.132
	2.232
	0.137
	assumed
	0.137

	Easy to open a current account
	-0.026
	0.043
	1.334
	0.250
	assumed
	0.633

	Easy to obtain a loan
	-0.053
	0.088
	0.024
	0.876
	assumed
	0.325

	Large range of services offered
	-0.020
	0.033
	2.307
	0.130
	assumed
	0.714

	Friendly and knowledgeable bank personnel
	-0.102
	0.169
	5.959
	0.015
	not assumed
	0.043*

	Long opening hours of branch
	0.008
	-0.014
	5.990
	0.015
	not assumed
	0.871

	Bank has a good reputation
	0.001
	-0.001
	0.017
	0.895
	assumed
	0.991

	External appearance of the bank
	-0.016
	0.027
	0.316
	0.575
	assumed
	0.764

	Free cash incentives
	0.035
	-0.058
	0.048
	0.827
	assumed
	0.516

	Large overdraft facility
	0.097
	-0.160
	2.160
	0.143
	assumed
	0.071

	Free gift incentives
	-0.031
	0.055
	0.159
	0.691
	assumed
	0.563

	Interesting advertising
	0.017
	-0.028
	0.544
	0.461
	assumed
	0.751

	Provision of fast and efficient service
	-0.015
	0.025
	0.003
	0.956
	assumed
	0.783

	Financial stability of the bank
	-0.043
	0.071
	1.184
	0.278
	assumed
	0.423

	Rating of bank by independent institution
	-0.093
	0.155
	0.551
	0.459
	assumed
	0.082

	Size of the bank
	0.079
	-0.131
	0.302
	0.583
	assumed
	0.140

	Nationality of the bank
	-0.031
	0.052
	2.237
	0.136
	assumed
	0.563

	Bank invests in sustainable funds
	-0.066
	0.109
	1.591
	0.209
	assumed
	0.222

	Availability of a personal account manager
	-0.003
	0.005
	2.268
	0.134
	assumed
	0.956


Table 37
Test on heterogeneity: Non-economic versus economic students
	
	
	
	Levene's Test
	 
	

	 
	Non-eco
	Eco
	F
	Sig.
	Equal variances
	Sig.

	Convenient location of branches of the bank
	4.140
	4.402
	3.137
	0.078
	Assumed
	0.262

	Large number of bank branches
	4.065
	3.726
	0.305
	0.581
	Assumed
	0.121

	Convenient ATM locations
	4.355
	4.342
	2.206
	0.139
	Assumed
	0.960

	Large ATM network
	4.774
	4.564
	2.151
	0.144
	Assumed
	0.394

	Low service charges
	5.630
	5.214
	6.041
	0.015
	Not assumed
	0.039*

	Paying highest interest rate on savings
	5.323
	5.359
	0.852
	0.357
	Assumed
	0.865

	Low interest rates on loans
	4.206
	4.077
	2.623
	0.107
	Assumed
	0.628

	Recommendation by family
	4.355
	3.744
	2.999
	0.085
	Assumed
	0.008*

	Recommendation by friends
	4.129
	3.556
	5.605
	0.019
	Not assumed
	0.010*

	Good availability of parking space
	2.355
	2.405
	0.006
	0.938
	Assumed
	0.807

	Availability of internet banking
	6.469
	6.709
	7.638
	0.006
	Not assumed
	0.056

	Providing credit cards with no annual fees
	4.100
	4.376
	0.223
	0.637
	Assumed
	0.300

	Large credit card limit
	3.167
	3.308
	0.150
	0.699
	Assumed
	0.541

	Easy to open a current account
	5.269
	5.291
	0.223
	0.637
	Assumed
	0.913

	Easy to obtain a loan
	3.634
	3.812
	0.041
	0.839
	Assumed
	0.425

	Large range of services offered
	4.441
	4.444
	0.879
	0.350
	Assumed
	0.987

	Friendly and knowledgeable bank personnel
	4.774
	5.026
	0.804
	0.371
	Assumed
	0.247

	Long opening hours of branch
	4.516
	4.701
	0.233
	0.630
	Assumed
	0.446

	Bank has a good reputation
	5.914
	5.889
	3.024
	0.084
	Assumed
	0.885

	External appearance of the bank
	3.327
	4.034
	1.760
	0.186
	Assumed
	0.002*

	Free cash incentives
	4.602
	4.569
	0.075
	0.784
	Assumed
	0.879

	Large overdraft facility
	3.359
	3.068
	2.972
	0.086
	Assumed
	0.188

	Free gift incentives
	3.505
	3.368
	3.064
	0.081
	Assumed
	0.573

	Interesting advertising
	3.247
	3.231
	0.093
	0.760
	Assumed
	0.945

	Provision of fast and efficient service
	5.462
	5.599
	4.252
	0.040
	Not assumed
	0.478

	Financial stability of the bank
	5.925
	6.129
	0.130
	0.718
	Assumed
	0.177

	Rating of bank by independent institution
	4.951
	5.427
	1.010
	0.316
	Assumed
	0.026*

	Size of the bank
	4.849
	4.803
	0.179
	0.673
	Assumed
	0.820

	Nationality of the bank
	5.000
	5.017
	0.010
	0.919
	Assumed
	0.936

	Bank invests in sustainable funds
	3.653
	3.827
	0.924
	0.338
	Assumed
	0.438

	Availability of a personal account manager
	3.452
	3.651
	0.388
	0.534
	Assumed
	0.359


Table 38
Standardised test on heterogeneity: Study
	
	
	
	Levene's Test
	

	 
	Non-eco
	Eco
	F
	Sig.
	Equal variances
	Sig.

	Convenient location of branches of the bank
	-0.087
	0.069
	3.138
	0.078
	assumed
	0.262

	Large number of bank branches
	0.120
	-0.096
	0.305
	0.581
	assumed
	0.121

	Convenient ATM locations
	0.004
	-0.003
	2.206
	0.139
	assumed
	0.960

	Large ATM network
	0.066
	-0.053
	2.151
	0.144
	assumed
	0.394

	Low service charges
	0.156
	-0.124
	6.386
	0.012
	not assumed
	0.039*

	Paying highest interest rate on savings
	-0.013
	0.010
	0.852
	0.357
	assumed
	0.865

	Low interest rates on loans
	0.040
	-0.032
	2.456
	0.119
	assumed
	0.604

	Recommendation by family
	0.203
	-0.162
	2.999
	0.085
	assumed
	0.008*

	Recommendation by friends
	0.195
	-0.155
	5.605
	0.019
	not assumed
	0.010*

	Good availability of parking space
	-0.023
	0.018
	0.032
	0.858
	assumed
	0.771

	Availability of internet banking
	-0.157
	0.125
	7.711
	0.006
	not assumed
	0.053

	Providing credit cards with no annual fees
	-0.077
	0.061
	0.316
	0.575
	assumed
	0.321

	Large credit card limit
	-0.048
	0.038
	0.068
	0.795
	assumed
	0.539

	Easy to open a current account
	-0.008
	0.007
	0.223
	0.637
	assumed
	0.913

	Easy to obtain a loan
	-0.062
	0.049
	0.041
	0.839
	assumed
	0.425

	Large range of services offered
	-0.001
	0.001
	0.879
	0.350
	assumed
	0.987

	Friendly and knowledgeable bank personnel
	-0.090
	0.071
	0.804
	0.371
	assumed
	0.247

	Long opening hours of branch
	-0.059
	0.047
	0.233
	0.630
	assumed
	0.446

	Bank has a good reputation
	0.011
	-0.009
	3.024
	0.084
	assumed
	0.885

	External appearance of the bank
	-0.239
	0.190
	1.547
	0.215
	assumed
	0.002*

	Free cash incentives
	0.012
	-0.009
	0.075
	0.784
	assumed
	0.879

	Large overdraft facility
	0.098
	-0.078
	2.639
	0.106
	assumed
	0.208

	Free gift incentives
	0.044
	-0.035
	3.064
	0.081
	assumed
	0.573

	Interesting advertising
	0.005
	-0.004
	0.093
	0.760
	assumed
	0.945

	Provision of fast and efficient service
	-0.055
	0.044
	3.529
	0.062
	assumed
	0.479

	Financial stability of the bank
	-0.103
	0.082
	0.113
	0.737
	assumed
	0.184

	Rating of bank by independent institution
	-0.171
	0.136
	1.137
	0.288
	assumed
	0.026*

	Size of the bank
	0.018
	-0.014
	0.179
	0.673
	assumed
	0.820

	Nationality of the bank
	-0.006
	0.005
	0.010
	0.919
	assumed
	0.936

	Bank invests in sustainable funds
	-0.059
	0.047
	0.866
	0.353
	assumed
	0.448

	Availability of a personal account manager
	-0.062
	0.050
	0.722
	0.397
	assumed
	0.421


Table 39
Test on heterogeneity: Multiple versus single bankers

	
	
	
	Levene's Test
	 
	

	 
	Single
	Multi
	F
	Sig.
	Equal variances
	Sig.

	Convenient location of branches of the bank
	4.427
	4.051
	2.952
	0.087
	Assumed
	0.115

	Large number of bank branches
	3.931
	3.785
	1.299
	0.256
	Assumed
	0.513

	Convenient ATM locations
	4.481
	4.127
	0.307
	0.580
	Assumed
	0.179

	Large ATM network
	4.672
	4.633
	1.725
	0.191
	Assumed
	0.878

	Low service charges
	5.328
	5.513
	2.569
	0.111
	Assumed
	0.386

	Paying highest interest rate on savings
	5.397
	5.253
	0.127
	0.722
	Assumed
	0.512

	Low interest rates on loans
	4.421
	3.658
	0.001
	0.977
	Assumed
	0.005*

	Recommendation by family
	4.168
	3.759
	1.432
	0.233
	Assumed
	0.087

	Recommendation by friends
	3.901
	3.658
	2.031
	0.156
	Assumed
	0.300

	Good availability of parking space
	2.469
	2.241
	8.443
	0.004
	Not assumed
	0.250

	Availability of internet banking
	6.524
	6.734
	7.499
	0.007
	Not assumed
	0.051

	Providing credit cards with no annual fees
	4.094
	4.519
	0.128
	0.721
	Assumed
	0.119

	Large credit card limit
	3.216
	3.294
	0.016
	0.899
	Assumed
	0.740

	Easy to open a current account
	5.260
	5.316
	0.148
	0.701
	Assumed
	0.780

	Easy to obtain a loan
	3.832
	3.570
	0.031
	0.861
	Assumed
	0.250

	Large range of services offered
	4.519
	4.316
	0.663
	0.416
	Assumed
	0.362

	Friendly and knowledgeable bank personnel
	5.031
	4.722
	2.591
	0.109
	Assumed
	0.165

	Long opening hours of branch
	4.649
	4.570
	0.235
	0.628
	Assumed
	0.750

	Bank has a good reputation
	5.931
	5.848
	1.241
	0.267
	Assumed
	0.639

	External appearance of the bank
	3.822
	3.553
	0.026
	0.873
	Assumed
	0.263

	Free cash incentives
	4.485
	4.747
	0.002
	0.965
	Assumed
	0.238

	Large overdraft facility
	3.140
	3.291
	1.014
	0.315
	Assumed
	0.506

	Free gift incentives
	3.405
	3.468
	0.047
	0.828
	Assumed
	0.799

	Interesting advertising
	3.168
	3.354
	0.357
	0.551
	Assumed
	0.444

	Provision of fast and efficient service
	5.405
	5.759
	5.556
	0.019
	Not assumed
	0.048*

	Financial stability of the bank
	6.031
	6.051
	0.983
	0.323
	Assumed
	0.898

	Rating of bank by independent institution
	5.399
	4.914
	1.984
	0.160
	Assumed
	0.027*

	Size of the bank
	4.954
	4.608
	3.630
	0.058
	Assumed
	0.095

	Nationality of the bank
	5.076
	4.899
	0.008
	0.930
	Assumed
	0.417

	Bank invests in sustainable funds
	3.838
	3.604
	1.479
	0.225
	Assumed
	0.309

	Availability of a personal account manager
	3.523
	3.627
	2.495
	0.116
	Assumed
	0.640


Table 40
Standardised test on heterogeneity: Single versus multiple banking

	
	
	
	Levene's Test
	

	 
	Single
	Multiple
	F
	Sig.
	Equal variances
	Sig.

	Convenient location of branches of the bank
	0.084
	-0.140
	2.952
	0.087
	assumed
	0.115

	Large number of bank branches
	0.035
	-0.058
	1.299
	0.256
	assumed
	0.513

	Convenient ATM locations
	0.072
	-0.120
	0.307
	0.580
	assumed
	0.179

	Large ATM network
	0.008
	-0.014
	1.725
	0.191
	assumed
	0.878

	Low service charges
	-0.047
	0.077
	2.224
	0.138
	assumed
	0.387

	Paying highest interest rate on savings account
	0.035
	-0.058
	0.127
	0.722
	assumed
	0.512

	Low interest rates on loans
	0.152
	-0.251
	0.002
	0.969
	assumed
	0.004*

	Recommendation by family
	0.092
	-0.152
	1.432
	0.233
	assumed
	0.087

	Recommendation by friends
	0.056
	-0.092
	2.030
	0.156
	assumed
	0.300

	Good availability of parking space
	0.060
	-0.100
	8.996
	0.003
	not assumed
	0.233

	Availability of internet banking
	-0.092
	0.153
	7.627
	0.006
	not assumed
	0.048*

	Providing credit cards with no annual fees
	-0.082
	0.136
	0.177
	0.675
	assumed
	0.127

	Large credit card limit
	-0.021
	0.036
	0.011
	0.916
	assumed
	0.690

	Easy to open a current account
	-0.015
	0.025
	0.148
	0.701
	assumed
	0.780

	Easy to obtain a loan
	0.062
	-0.103
	0.031
	0.861
	assumed
	0.250

	Large range of services offered
	0.049
	-0.081
	0.663
	0.416
	assumed
	0.362

	Friendly and knowledgeable bank personnel
	0.074
	-0.124
	2.591
	0.109
	assumed
	0.165

	Long opening hours of branch
	0.017
	-0.028
	0.235
	0.628
	assumed
	0.750

	Bank has a good reputation
	0.025
	-0.042
	1.241
	0.267
	assumed
	0.639

	External appearance of the bank
	0.056
	-0.093
	0.065
	0.798
	assumed
	0.295

	Free cash incentives
	-0.063
	0.105
	0.002
	0.965
	assumed
	0.238

	Large overdraft facility
	-0.038
	0.063
	0.924
	0.338
	assumed
	0.482

	Free gift incentives
	-0.014
	0.023
	0.047
	0.828
	assumed
	0.799

	Interesting advertising
	-0.041
	0.068
	0.357
	0.551
	assumed
	0.444

	Provision of fast and efficient service
	-0.100
	0.165
	6.399
	0.012
	not assumed
	0.047*

	Financial stability of the bank
	-0.008
	0.013
	1.024
	0.313
	assumed
	0.884

	Rating of bank by independent institution
	0.121
	-0.201
	1.973
	0.162
	assumed
	0.023*

	Size of the bank
	0.090
	-0.149
	3.630
	0.058
	assumed
	0.095

	Nationality of the bank
	0.044
	-0.072
	0.008
	0.930
	assumed
	0.417

	Bank invests in sustainable funds
	0.053
	-0.088
	1.698
	0.194
	assumed
	0.326

	Availability of a personal account manager
	-0.023
	0.037
	2.889
	0.091
	assumed
	0.675


Table 41
Hypothesis-testing homogeneity males-females

	Bank choice characteristic
	Hypothesis
	Results
	Significant
	Supported

	Convenient location of branches of the bank
	Females>males
	Females>males
	Yes
	Yes

	Large number of bank branches
	Females=males
	Females>males
	Yes
	No

	Convenient ATM locations
	Females>males
	Females>males
	Yes
	Yes

	Large ATM network
	Females=males
	Females>males
	Yes
	No

	Low service charges
	Females=males
	Females>males
	No
	Indecisive

	Paying highest interest rate on savings account
	Females=males
	Females>males
	No 
	Indecisive

	Low interest rates on loans
	Females=males
	Females>males
	Yes
	No

	Recommendation by family
	Females>males
	Females>males
	Yes
	Yes

	Recommendation by friends
	Females>males
	Females>males
	Yes
	Yes

	Good availability of parking space
	Females=males
	Females>males
	No 
	Indecisive

	Availability of internet banking
	Males>females
	Males>females
	No
	Indecisive

	Providing credit cards with no annual fees
	Females=males
	Females>males
	No
	Indecisive

	Large credit card limit
	Females=males
	Females>males
	No
	Indecisive

	Easy to open a current account
	Females=males
	Females>males
	Yes
	No

	Easy to obtain a loan
	Females=males
	Females>males
	No
	Indecisive

	Large range of services offered
	Females=males
	Females>males
	No
	Indecisive

	Friendly and knowledgeable bank personnel
	Females>males
	Females>males
	Yes
	Yes

	Long opening hours of branch
	Females>males
	Females>males
	Yes
	Yes

	Bank has a good reputation
	Females=males
	Females>males
	No
	Indecisive

	External appearance of the bank
	Females=males
	Males>females
	No
	Indecisive

	Free cash incentives
	Females=males
	Females>males
	Yes
	No

	Large overdraft facility
	Females=males
	Females>males
	No
	Indecisive

	Free gift incentives
	Females=males
	Females>males
	Yes
	No

	Interesting advertising
	Females=males
	Females>males
	Yes
	No

	Provision of fast and efficient service
	Females=males
	Females=males
	No
	Indecisive

	Financial stability of the bank
	Females=males
	Females>males
	No
	Indecisive

	Rating of the bank by an independent institution
	Females=males
	Females>males
	No
	Indecisive

	Size of the bank
	Females=males
	Females=males
	No
	Indecisive

	Nationality of the bank
	Females=males
	Females>males
	No
	Indecisive

	Bank invests in sustainable funds
	Females=males
	Females>males
	Yes
	No

	Availability of a personal account manager
	Females=males
	Females>males
	No
	Indecisive


Table 42
Hypothesis-testing homogeneity independent-with parents

	Bank choice characteristic
	Hypothesis
	Results
	Sign.
	Supported

	Convenient location of branches of the bank
	indep=parents
	parents>indep
	Yes
	No

	Large number of bank branches
	indep=parents
	parents>indep
	No
	Indecisive

	Convenient ATM locations
	indep=parents
	parents>indep
	Yes
	No

	Large ATM network
	indep=parents
	parents>indep
	No
	Indecisive

	Low service charges
	indep=parents
	parents>indep
	No
	Indecisive

	Paying highest interest rate on savings account
	parents>indep
	parents>indep
	No
	Indecisive

	Low interest rates on loans
	indep>parents
	parents>indep
	No
	Indecisive

	Recommendation by family
	parents>indep
	parents>indep
	No
	Indecisive

	Recommendation by friends
	indep=parents
	parents>indep
	No
	Indecisive

	Good availability of parking space
	indep=parents
	parents>indep
	No
	Indecisive

	Availability of internet banking
	indep=parents
	indep>parents
	No
	Indecisive

	Providing credit cards with no annual fees
	indep=parents
	indep>parents
	No
	Indecisive

	Large credit card limit
	indep=parents
	indep>parents
	No
	Indecisive

	Easy to open a current account
	indep=parents
	parents>indep
	No
	Indecisive

	Easy to obtain a loan
	indep>parents
	parents>indep
	No
	Indecisive

	Large range of services offered
	indep=parents
	parents>indep
	No
	Indecisive

	Friendly and knowledgeable bank personnel
	indep=parents
	parents>indep
	Yes
	No

	Long opening hours of branch
	indep=parents
	indep>parents
	No
	Indecisive

	Bank has a good reputation
	indep=parents
	indep>parents
	No
	Indecisive

	External appearance of the bank
	indep=parents
	parents>indep
	No
	Indecisive

	Free cash incentives
	indep>parents
	indep>parents
	No
	Indecisive

	Large overdraft facility
	indep>parents
	indep>parents
	No
	Indecisive

	Free gift incentives
	indep=parents
	parents>indep
	No
	Indecisive

	Interesting advertising
	indep=parents
	indep>parents
	No
	Indecisive

	Provision of fast and efficient service
	indep=parents
	indep>parents
	No
	Indecisive

	Financial stability of the bank
	indep=parents
	parents>indep
	No
	Indecisive

	Rating of the bank by an independent institution
	indep=parents
	parents>indep
	No
	Indecisive

	Size of the bank
	indep=parents
	indep>parents
	No
	Indecisive

	Nationality of the bank
	indep=parents
	parents>indep
	No
	Indecisive

	Bank invests in sustainable funds
	indep=parents
	parents>indep
	No
	Indecisive

	Availability of a personal account manager
	indep=parents
	indep>parents
	No
	Indecisive


Table 43
Hypothesis-testing homogeneity economic-non-economic

	Bank choice characteristic
	Hypothesis
	Results
	Significant
	Supported

	Convenient location of branches of the bank
	Eco=non-eco
	Eco>non-eco
	No
	Indecisive

	Large number of bank branches
	Eco=non-eco
	non-eco>eco
	No
	Indecisive

	Convenient ATM locations
	Eco=non-eco
	non-eco>eco
	No
	Indecisive

	Large ATM network
	Eco=non-eco
	non-eco>eco
	No
	Indecisive

	Low service charges
	Eco=non-eco
	non-eco>eco
	Yes
	No

	Paying highest interest rate on savings account
	Eco=non-eco
	Eco>non-eco
	No
	Indecisive

	Low interest rates on loans
	Eco=non-eco
	non-eco>eco
	No
	Indecisive

	Recommendation by family
	non-eco>eco
	non-eco>eco
	Yes
	Yes

	Recommendation by friends
	non-eco>eco
	non-eco>eco
	Yes
	Yes

	Good availability of parking space
	Eco=non-eco
	Eco>non-eco
	No 
	Indecisive

	Availability of internet banking
	Eco=non-eco
	Eco>non-eco
	No 
	Indecisive

	Providing credit cards with no annual fees
	Eco>non-eco
	Eco>non-eco
	No 
	Indecisive

	Large credit card limit
	Eco>non-eco
	Eco>non-eco
	No 
	Indecisive

	Easy to open a current account
	Eco=non-eco
	Eco>non-eco
	No 
	Indecisive

	Easy to obtain a loan
	Eco=non-eco
	Eco>non-eco
	No 
	Indecisive

	Large range of services offered
	Eco=non-eco
	Eco>non-eco
	No 
	Indecisive

	Friendly and knowledgeable bank personnel
	Eco=non-eco
	Eco>non-eco
	No 
	Indecisive

	Long opening hours of branch
	Eco=non-eco
	Eco>non-eco
	No 
	Indecisive

	Bank has a good reputation
	Eco=non-eco
	non-eco>eco
	No 
	Indecisive

	External appearance of the bank
	Eco=non-eco
	Eco>non-eco
	Yes
	No

	Free cash incentives
	Eco=non-eco
	non-eco>eco
	No
	Indecisive

	Large overdraft facility
	Eco>non-eco
	non-eco>eco
	No
	Indecisive

	Free gift incentives
	Eco=non-eco
	non-eco>eco
	No
	Indecisive

	Interesting advertising
	Eco=non-eco
	non-eco>eco
	No
	Indecisive

	Provision of fast and efficient service
	Eco=non-eco
	Eco>non-eco
	No
	Indecisive

	Financial stability of the bank
	Eco>non-eco
	Eco>non-eco
	No
	Indecisive

	Rating of the bank by an independent institution
	Eco>non-eco
	Eco>non-eco
	Yes
	Yes

	Size of the bank
	Eco>non-eco
	non-eco>eco
	No
	Indecisive

	Nationality of the bank
	Eco>non-eco
	Eco>non-eco
	No
	Indecisive

	Bank invests in sustainable funds
	Eco=non-eco
	Eco>non-eco
	No
	Indecisive

	Availability of a personal account manager
	Eco=non-eco
	Eco>non-eco
	No
	Indecisive


Table 44
Hypothesis-testing homogeneity single-multiple banking
	Bank choice characteristic
	Hypothesis
	Results
	Significant
	Supported

	Convenient location of branches of the bank
	Single=multiple
	Single>multiple
	No
	Indecisive

	Large number of bank branches
	Single=multiple
	Single>multiple
	No
	Indecisive

	Convenient ATM locations
	Single=multiple
	Single>multiple
	No
	Indecisive

	Large ATM network
	Single=multiple
	Single>multiple
	No
	Indecisive

	Low service charges
	Single=multiple
	Multiple>single
	No
	Indecisive

	Paying highest interest rate on savings account
	Multiple>single
	Single>multiple
	No
	Indecisive

	Low interest rates on loans
	Multiple>single
	Single>multiple
	Yes
	No

	Recommendation by family
	Single=multiple
	Single>multiple
	No
	Indecisive

	Recommendation by friends
	Single=multiple
	Single>multiple
	No
	Indecisive

	Good availability of parking space
	Single=multiple
	Single>multiple
	No
	Indecisive

	Availability of internet banking
	Single=multiple
	Multiple>single
	Yes
	No

	Providing credit cards with no annual fees
	Multiple>single
	Multiple>single
	No
	Indecisive

	Large credit card limit
	Multiple>single
	Multiple>single
	No
	Indecisive

	Easy to open a current account
	Single=multiple
	Multiple>single
	No
	Indecisive

	Easy to obtain a loan
	Multiple>single
	Single>multiple
	No
	Indecisive

	Large range of services offered
	Single>multiple
	Single>multiple
	No
	Indecisive

	Friendly and knowledgeable bank personnel
	Single=multiple
	Single>multiple
	No
	Indecisive

	Long opening hours of branch
	Single=multiple
	Single>multiple
	No
	Indecisive

	Bank has a good reputation
	Single=multiple
	Single>multiple
	No
	Indecisive

	External appearance of the bank
	Single=multiple
	Single>multiple
	No
	Indecisive

	Free cash incentives
	Single=multiple
	Multiple>single
	No
	Indecisive

	Large overdraft facility
	Single=multiple
	Multiple>single
	No
	Indecisive

	Free gift incentives
	Single=multiple
	Multiple>single
	No
	Indecisive

	Interesting advertising
	Single=multiple
	Multiple>single
	No
	Indecisive

	Provision of fast and efficient service
	Single>multiple
	Multiple>single
	Yes
	No

	Financial stability of the bank
	Single=multiple
	Multiple>single
	No
	Indecisive

	Rating of the bank by an independent institution
	Single=multiple
	Single>multiple
	Yes
	No

	Size of the bank
	Single=multiple
	Single>multiple
	No
	Indecisive

	Nationality of the bank
	Single=multiple
	Single>multiple
	No
	Indecisive

	Bank invests in sustainable funds
	Single=multiple
	Single>multiple
	No
	Indecisive

	Availability of a personal account manager
	Single=multiple
	Multiple>single
	No
	Indecisive


Survey

	Survey Student Bank Choice

Dear student, 

In the following survey I will ask you some questions about your current banking behaviour and what you find to be important when you choose a bank. Please fill in this survey truthfully. It will only take you a few minutes and your data will be treated anonymously and confidentially


	   1. 


	 
	At what bank do you hold your main current account? 



	
	 
	ABN AMRO

Fortis bank

ING Bank/Postbank

Rabobank

SNS Bank

Other:


	   2. 


	 
	What type of account do you have at this bank? 



	
	 
	Youth account

Student account

Normal account

Other:


	   3. 


	 
	What products do you have at this bank? (More than one answer possible) 



	
	 
	Current account

Savings account

Loan

Investment account

Mortgage

Creditcard

Other:


	   4. 


	 
	Why did you choose this bank? 



	
	 
	My parents opened the account

Same bank as my parents

Attractive offer

Random choice

Other:


	   5. 


	 
	How long ago did you open the account at your main bank? 



	
	 
	Less than 6 months ago

Less than 1 year ago

Less than 2 year ago

Less than 3 years ago

More than 3 years ago


	   6. 


	 
	At how many banks do you own an account? 



	
	 
	1 bank

2 banks

3 banks

more than 3 banks


	   7. 


	 
	How satisfied are you with the bank at which you hold your main current account (bank named in question 1)? 



	
	 
	Very satisfied

Satisfied

Not satisfied, not dissatisfied

Dissatisfied

Very dissatisfied


	   8. 


	 
	Are you considering to move to another bank once you have graduated? 



	
	 
	Yes

No

I don't know yet


	   9. 


	 
	Suppose you were to open an account right now. What bank characteristics are important to you when you are considering to open an account? Please rate the following characteristics on a scale from 1 (very unimportant) to 7 (very important). 
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	   10. 


	 
	If you were to open an account right now, what bank would you prefer? 



	
	 
	ABN AMRO

Fortis

ING bank/Postbank

Rabobank

SNS bank

Other:


	   11. 


	 
	How can a bank pursuade or convince you to open an account there? 



	
	 
	


	   12. 


	 
	What is your gender? 



	
	 
	Male

Female


	   13. 


	 
	What is your living situation? 



	
	 
	With parents

Alone

With friends

With partner

Other:


	   14. 


	 
	What type of study do you follow? (More than one answer possible) 



	
	 
	Economics/business

Law

Psychology/sociology

Medical

Technical

History

Arts

Other:


� EMBED MSGraph.Chart.8 \s ���





� EMBED MSGraph.Chart.8 \s ���






























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































2
71

[image: image221.png]Scree Plot

o

Eigenvalue

T2 3456765 10112131315 1617 15192021 22 232 25 2627 28 29 30 31
Component Number



[image: image222.emf]0

10

20

30

40

50

60

70

80

90

100

PDI IDV MAS UAI

United Kingdom Bahrain Netherlands

[image: image223.emf]0

20

40

60

80

100

PDIIDVMAS

UAI

United Kingdom Bahrain

_1309084887

_1309084912

