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Abstract

Bank selection criteria has become very important owing to how sophisticated and fickle customers can be. Understanding customer requirement in terms of what informed their selection criteria and what drives their loyalty is a key significant factor in winning market share and creating a sustainable competitive advantage. There is stiff competition and high cost element in attracting new customers and keeping their loyalty ultimately. This research attempts to find out the factors influencing young adults bank selection and loyalty decisions in Denmark.
In order to execute that, the study reviewed relevant literature on this subject area and identify key and relevant factors that has been revealed as important factors impinging on customer bank selection and loyalty decisions in order to test that in the Danish context. This was formulated into questionnaires and administered to 250 Aalborg University students which form the sample of the study. The study compare Danish students and international students. The findings reveal that the most important bank selection decisions are e-banking services, trustworthy banking services, willing and helpful bank employees, delivery of core and specific customer needs and fast and efficient services.
On the loyalty dimensions it has revealed that empathy on the part of employees, excellent overall service quality, service provision meeting with customer anticipation, reliable bank service and good perceived service quality came on top as the five most important factors.
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