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1. Title: New service development competence in retail banking: Construct development and
measurement validation

Author (s): Menor, Larry J.; Roth, Aleda V.

Abstract: New service development (NSD) has emerged as an important area of research in
service operations management. However, NSD empirical investigations have been hindered by
the lack of psychometrically sound measurement items and scales. This paper reports a two-stage
approach for the development and validation of new multi-item measurement scales reflecting a
multidimensional construct called NSD competence. NSD competence reflects an organization's
expertise in deploying resources and routines, usually in combination, to achieve a desired new
service outcome. This competence is operationalized as a multidimensional construct reflected by
five complementary dimensions: NSD process focus, market acuity, NSD strategy, NSD culture,
and information technology experience. In the first stage of measure development, we analyse
judgment-based, nominal-scaled data collected through an iterative item-sorting process to assess
the tentative reliability and validity of the proposed measurement items. Our results demonstrate
that a reduced set of measurement items have reasonable psychometric properties and, therefore,
are useful inputs for multi-item measurement scale development. In the second stage of
measurement development, we conduct a confirmatory factor analysis of the five NSD
competence dimensions using survey data collected from a sample of retail bank key informants
and confirm the unidimensionality, reliability, and validity of the proposed five multi-item scales.
The NSD competence scales developed in this research may be used to advance scholarly
understanding and theory in NSD. Further, these NSD scales may provide a useful diagnostic and
benchmarking tool for managers seeking to assess and/or improve their firm's service innovation
expertise.

Cited frequency:117
Full Text: 1

2+ Title: From new deal institutions to capital markets: Commercial consumer risk scores and
the making of subprime mortgage finance

Author (s) : Poon, Martha

Abstract: The investment fueled US mortgage market has traditionally been sustained by New
Deal institutions called government sponsored enterprises (GSEs). Known as Freddie Mac and
Fannie Mae, the GSEs once dominated mortgage backed securities underwriting. The recent
subprime mortgage crisis has drawn attention to the fact that during the real estate boom, these
agencies were temporarily overtaken by risk tolerant channels of lending, securitization, and
investment, driven by investment banks and private capital players. This research traces the
movement of a specific brand of commercial consumer credit analytics into mortgage
underwriting. It demonstrates that what might look like the spontaneous rise (and fall) of a ‘free’
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market divested of direct government intervention has been thoroughly embedded in the concerted
movement of calculative risk management technologies. The transformations began with a
sequence of GSE decisions taken in the mid-1990's to implement a consumer risk score called a
FICO (R) into automated underwriting systems. Having been endorsed by the GSEs, this scoring
tool was gradually hardwired throughout the industry to become a distributed and collective
'market device'. As the paper will show, once modified by specific GSE interpretations the
calculative properties generated by these credit bureau scores reconfigured mortgage finance into
two parts: the conventional, risk-adverse, GSE conforming ‘prime' and an infrastructurally distinct,
risk-avaricious, investment grade 'subprime’.

Cited frequency: 48
Full Text: 2

3. Title: Consumers limit the abundance and dynamics of a perennial shrub with a seed bank
Author (s) : Kauffman, Matthew J.; Maron, John L.

Abstract: For nearly 30 years, ecologists have argued that predators of seeds and seedlings
seldom have population-level effects on plants with persistent seed banks and density-dependent
seedling survival. We parameterized stage-based population models that incorporated density
dependence and seed dormancy with data from a 5.5-year experiment that quantified how
granivorous mice and herbivorous voles influence bush lupine (Lupinus arboreus) demography.
We asked how seed dormancy and density-dependent seedling survival mediate the impacts of
these consumers in dune and grassland habitats. In dune habitat, mice reduced analytical lambda
(the intrinsic rate of population growth) by 39%, the equilibrium number of above-ground plants
by 90%, and the seed bank by 98%; voles had minimal effects. In adjacent grasslands, mice had
minimal effects, but seedling herbivory by voles reduced analytical lambda by 15% and reduced
both the equilibrium number of aboveground plants and dormant seeds by 63%. A bootstrap
analysis demonstrated that these consumer effects were robust to parameter uncertainty. Our
results demonstrate that the quantitative strengths of seed dormancy and density-dependent
seedling survival-not their mere existence-critically mediate consumer effects. This study suggests
that plant population dynamics and distribution may be more strongly influenced by consumers of
seeds and seedlings than is currently recognized.

Cited frequency: 42
Full Text: 3

4. Title: Expected versus unexpected monetary policy impulses and interest rate pass-through
in euro-zone retail banking markets

Author (s) :  Kleimeier, Stefanie; Sander, Harald

Abstract: This paper investigates the interest rate pass-through in the euro-zone's retail
banking markets by differentiating between expected and unexpected monetary policy impulses.
The paper introduces interest futures as measures of expected interest rates into pass-through
studies. By allowing various specifications of the pass-through process, including asymmetric
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adjustment, we find a faster pass-through in loan markets when interest rate changes are correctly
anticipated. In contrast, deposit markets are found to be more rigid. Overall, our results suggest
that a well-communicated monetary policy is important for a speedier and a more homogenous
pass-through but may also be complemented by competition policies.

Cited frequency: 42
Full Text: 4

5.Title: New service development competence and performance: An empirical investigation in
retail banking

Author (s) : Menor, Larry J.; Roth, Aleda V.

Abstract: What can service firms do to improve their ability to offer new services? In this
paper we argue that new service development success results from building a competence in the
management of service development resources and routines. We conceptualize new service
development competence as a multidimensional, second-order latent construct that is represented
by a system of four interrelated and complementary dimensions: (1) formalized new service
development processes, (2) market acuity, (3) new service development strategy, and (4)
information technology use and experience. We hypothesize that the growth of new service
development competence is related to improved new service development performance. Using
structural equations modeling, we analyze survey data from 166 retail banks and report three key
empirical findings. First, we show that the four hypothesized dimensions are statistically
significant in defining new service development competence. Second, contrary to conventional
wisdom in new product development, we find that formalized processes play a lesser role in the
success of new service development compared with the other three dimensions. Instead, market
acuity-which captures the firm's ability to see the competitive environment clearly and to
anticipate and respond to customers' evolving needs and wants-was the most important new
service development competence indicator. Finally, we demonstrate the positive effect of new
service development competence on new service development performance and show that new
service development competence is also significantly related to business-level performance.
Together, our empirical results suggest that complementary benefits arise from the adoption of a
more holistic approach to the management of new service development at the program level.
Cited frequency: 40

6. Title: Macroeconomic and bank-specific determinants of non-performing loans in
Greece: A comparative study of mortgage, business and consumer loan portfolios

Author (s) : Louzis, Dimitrios P.;Vouldis, Angelos T.; Metaxas, Vasilios L.

Abstract: This paper uses dynamic panel data methods to examine the determinants of

non-performing loans (NPLs) in the Greek banking sector, separately for each loan category

(consumer loans, business loans and mortgages). The study is motivated by the hypothesis that

both macroeconomic and bank-specific variables have an effect on loan quality and that these

effects vary between different loan categories. The results show that, for all loan categories, NPLs
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in the Greek banking system can be explained mainly by macroeconomic variables (GDP,
unemployment, interest rates, public debt) and management quality. Differences in the
quantitative impact of macroeconomic factors among loan categories are evident, with
non-performing mortgages being the least responsive to changes in the macroeconomic
conditions.

Cited frequency: 38
Full Text: 6

7. Title: Customer efficiency, channel usage, and firm performance in retail banking
Author (s) : Xue, Mei;Hitt, Lorin M.;Harker, Patrick T.

Abstract: Innovations in technology and service design have increasingly enabled firms to
incorporate self-service technology to augment or substitute for “traditional" employee-provided
service channels. Although it is clear that self-service can reduce cost, less is known about how
customers utilize self-service channels in a multichannel service delivery system and the resulting
impact on firm performance. An important aspect of service operations is that customers are
coproducers of the service. Thus, the performance of the delivery system and customers' use of
service channels can be affected by customers' own efficiency or productivity in service
coproduction (customer efficiency). In this paper, we utilize prior theoretical frameworks in
service operations and economics to hypothesize relationships among customer characteristics
(especially coproduction efficiency), channel utilization, and firm performance. We then test these
hypotheses using panel data from a large retail bank. Overall, we find that higher customer
efficiency in self-service channels is associated with greater profitability and has a complex

relationship with customer retention and product utilization.
Cited frequency: 34

8.Title: Culture and coworker relations: Interpersonal patterns in American, Chinese, German,
and Spanish divisions of a global retail bank

Author (s) :  Morris, Michael W.; Podolny, Joel;Sullivan, Bilian Ni

Abstract: This paper examines coworker networks in the American, Chinese, German, and
Spanish divisions of a global retail bank. Because the bank has standardized structure and policies
across countries, it is possible to examine how norms rooted in national culture impact on various
features of informal ties. We propose that cultures vary in the models on which coworker
interaction norms are based, with market, family, law, and friendship relations serving as
alternative templates. In elucidating these templates, we generate hypotheses about how each
culture's norms influence the content and structure of employees' interactions with coworkers.
Results from an egocentric network survey largely support the hypotheses. We discuss
implications for organizational behavior research on culture as well as practical implications for
multinational firms.

Cited frequency: 29
Full Text: 8
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9. Title: Consumer financial literacy and the impact of online banking on the financial
behavior of lower-income bank customers

Author (s) :  Servon, Lisa J.; Kaestner, Robert

Abstract: This article analyzes a demonstration program mounted by a major bank to
understand whether access to information and communications technologies, combined with
financial literacy training and training on how to use the Internet, can help low- and
moderate-income individuals in inner-city neighborhoods be more effective financial actors.
While quantitative analysis turns up few significant program effects, qualitative work implies that
implementation issues likely compromised the effectiveness of the program. There was evidence
of a potential link between information and communications technologies and financial literacy.
Overall, urban low- and moderate-income individuals are interested in becoming technologically
and financially literate and an intensive intervention may enable these goals.

Cited frequency: 24
Full Text: 9

10. Title: Three decades of research on consumer adoption and utilization of electronic
banking channels: A literature analysis

Author (s):  Hoehle, Hartmut; Scornavacca, Eusebio; Huff, Sid

Abstract: The increased availability of electronically mediated self-service technologies in the
banking industry has changed the way banks service their customers. Banking customers today
can access, through a variety of different channels, sets of powerful tools which allow them to
conduct analyses, make decisions and enact financial transactions via working from their home,
office or elsewhere. Following practice, research into the adoption and use of electronic banking
channels has grown substantially over the last three decades. However, banks seek further growth
in consumer electronic banking. Prior research may not have identified all the issues involved in
adoption and use and may be limited in other ways. Scholars face challenges researching this area
due to fragmented findings and methods over three decades of study. The aim of this paper,
therefore, is to empirically determine the 'state-of-play’ of research in this field. Using a systematic
and comprehensive review of 247 peer-reviewed articles from key research outlets, this paper
reveals theories and methods used to study adoption of electronic banking channel at the
individual level. Among other things, the findings indicate domains and issues which have been
well- or under-researched, conceptual frameworks and principles which have been lightly- or
substantially-drawn upon, as well as research methods which have been heavily- or under-utilized.
In order to advance research in electronic banking, future researchers should consider diversifying
their theoretical and methodological approaches using the opportunities uncovered in our findings.
Cited frequency: 23

11, Title: Using the survey of consumer finances: Some methodological considerations and

issues
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Author (s) : Lindamood, Suzanne;Hanna, Sherman D.;Bi, Lan

Author (s) : We identify and present original analyses of four methodological issues related to
using Survey of Consumer Finances data sets and illustrate these issues with recent articles
published in this journal. The issues are recognizing that the respondent is not necessarily the
household head, reporting race and ethnicity in conformity with Survey of Consumer Finances and
federal standards, using the repeated-imputation inference method to combine the five implicates
in each survey year's data set, and discussing the use of weighted or unweighted data in
multivariate analysis. We found a considerable variation in how authors dealt with these issues,
which could hinder replication or comparison of research results. Authors and reviewers should
consider methodological issues related to the Survey of Consumer Finances more carefully.
Editor's note: After this refereed paper was accepted for publication, Jeanne M. Hogarth was
asked to solicit comments and assume the role of moderator for the discussion essays. As editor as
these commentaries, her observations immediately follow the article plus those of Darryl E. Getter
and Sandra J. Huston.

Cited frequency: 23
Full Text: 11

12. Title: Internet banking versus other banking channels: Young consumers' view

Author (s) : Calisir, Fethi; Gumussoy, Cigdem Altin

Abstract: Financial institutions offer new banking channels to their customers, as technology
adds new dimensions to the classic banking systems. One of the most popular self-service banking
technologies is. Internet banking. This study examines how young consumers perceive Internet
banking in relation to other six banking channels (brick and mortar, automated teller machine
(ATM), phone banking, wireless application protocol (WAP), electronic fund transfer at point of
sale (EFTPOS), and bank branches in stores). Correspondence analysis and cluster analysis
revealed the banking channels that are close with Internet banking. The results indicate that
Internet banking, ATM, and phone banking substitute each other. The results also show that
Internet banking is considered to be efficient for ease of use and access, and that the users of
Internet banking lack confidence in the security of the web sites of Internet banking. The article

concludes with a discussion of implications, limitations, and directions for future research.
Cited frequency:22
Full Text: 12

13, Title: Consumer Finance

Author (s) : Tufano, Peter

Abstract: Although consumer finance is a substantial element of the economy, it has had a
smaller footprint within financial economics In. this review, I suggest a functional definition of the
subfield of consumer finance, focusing on four key functions: payments, risk management,
moving funds from today to tomorrow (saving/investing), and from tomorrow to today

(borrowing). | provide data showing the economic importance of consumer finance in the
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American economy. | propose a historical explanation for its relative lack of attention by financial
economists and in business school curricula based on historic geographic and gender splits
between business and consumer studies. | review the literature in consumer finance, organized by
its focus on the consumer, financial institutions, and the government. This work is spread out
between economics, marketing, psychology, sociology, technology, and public policy. Finally, I

suggest a number of open research questions.
Cited frequency: 21

14, Title: A benefit-cost perspective of the consumer adoption of the mobile banking system
Author (s) : Shen, Yung-Cheng; Huang, Chun-Yao; Chu, Chia-Hsien; Hsu, Chih-Ting
Abstract: The present research adopts a benefit-cost perspective to study consumer adoption of
the mobile banking services. It is suggested that because of the specific product context of the
mobile banking service, such as the difficulty to assess some experiential qualities like the ease of
use due to a low trial rate of mobile banking and the inherent risk factor involved in a new
financial service technology, models complementary to the technology adoption model may be
needed to accommodate these product contexts. In the present research, the benefit-cost
framework was employed as an example of the complementary framework to study consumers'
adoption of the mobile banking system. The key benefit of mobile banking is convenience, while
the key cost is security. A set of ability and risk factors were modelled via structural equation
model (SEM) as the antecedents of the benefit and cost of adopting the mobile banking system.
The results showed that the empirical data supported most hypothesised relationships among the
factors. It is concluded that consumers' new technology adoption behaviour is a complicated
phenomenon which may require different models in different product contexts. It is suggested that
future research should address the issue of the preconditions and product contexts under which a
certain class of models may be most suitable to explain the adoption behaviour.

Cited frequency: 20
Full Text: 14

15, Title: E-retailing by banks: e-service quality and its importance to customer satisfaction
Author (s) : Herington, Carmel; Weaven, Scott

Abstract: Purpose - The purpose of this paper is to explore the measurement of e-service
quality for e-retail banking, the importance of e-service quality dimensions to e-retail bank
customers, and the relationship between c-service quality and customer satisfaction.
Design/methodology/approach - Results are drawn from a self-completed survey of a convemence
sample of 200 Australian respondents who regularly use online banking facilities Factor analysis
and regression analysis are used to ascertain factor structure and determine the impact of e-service
quality dimensions oil satisfaction. Findings - A four-factor solution (E-ServQual) represented by
"personal needs", "site organisation”, "user-friendliness" and "efficiency" is found, with all factors
rated as important. E-ServQual is found to be a predictor of overall customer satisfaction with
banking performance. but “efficiency" is not found to be predictive. Overall satisfaction is lower
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than overall e-service quality Research limitations/implications - The Australian sample limits
generalisability. Future research should investigate the importance of human interaction in the
provision of quality service, re-test the developed measure with new data, explore the e-service
quality construct further, and investigate its relationship with customer satisfaction and the
exposed "unknown™ negative influences on customer satisfaction, in other international settings
Originality/value - The paper informs knowledge gaps related to the measurement and structure of
e-service quality, its importance and impact on customer satisfaction A more holistic measure of
e-service quality IS Supported Good e-service performance impacts customer Satisfaction
positively, but dues not override unsatisfactory performance in other areas. Banks need to be
mindful that online service provision is not sufficient for ensuring customer satisfaction with their
overall service.

Cited frequency: 20

16\ Title: Consumer finance: challenges for operational research

Author (s) : Thomas, L. C.

Abstract: Consumer finance has become one of the most important areas of banking, both
because of the amount of money being lent and the impact of such credit on global economy and
the realisation that the credit crunch of 2008 was partly due to incorrect modelling of the risks in
such lending. This paper reviews the development of credit scoring-the way of assessing risk in
consumer finance-and what is meant by a credit score. It then outlines 10 challenges for
Operational Research to support modelling in consumer finance. Some of these involve
developing more robust risk assessment systems, whereas others are to expand the use of such
modelling to deal with the current objectives of lenders and the new decisions they have to make
in consumer finance. Journal of the Operational Research Society (2010) 61, 41-52.

Cited frequency: 16
Full Text: 16

17, Title: Building Consumer-to-Consumer Trust in E-Finance Marketplaces: An Empirical
Analysis

Author (s) : Greiner, Martina E.; Wang, Hui

Abstract: People-to-people (P2P) lending, a specialized consumer-to-consumer e-commerce
model, facilitates borrowing and lending between individuals in on-line marketplaces. On-line
market exchanges are usually characterized by uncertainty and risk. Since trust-building
mechanisms and establishing trust can reduce the uncertainty arising from information
asymmetries in exchange transactions, trust-building mechanisms are crucial to the prosperity of
on-line marketplaces. Based on the elaboration likelihood model (ELM), which explains
attitudinal change, trust-building mechanisms for P2P lending marketplaces are investigated
empirically and tested. The study uses data collected from Prosper, the largest U.S. P2P lending
marketplace. The results support the importance of the central route (economic status) as the
major driver for bidding behavior and of peripheral cues (social capital and listing quality) as
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trust-building mechanisms that influence trust behavior. These findings will help on-line
marketplace providers to build successful P2P lending marketplaces.
Cited frequency:15

18. Title: Choice of Mortgage Contracts: Evidence from the Survey of Consumer Finances
Author (s): Coulibaly, Brahima; Li, Geng

Abstract: This study revisits the empirical question of the determinants of the choice between
fixed-and adjustable-rate mortgages using data from the Survey of Consumer Finances that
overcome some of the data limitations in previous studies. The results from a logit model of
mortgage choice indicate that pricing variables and affordability are important considerations. We
also find that factors, such as mobility expectations, income volatility and attitudes toward
financial risk largely influence mortgage choice, with more risk-averse borrowers preferring
fixed-rate mortgages. For households that are less risk averse, the mortgage type choice decision is
less sensitive to pricing variables and income volatility, and affordability factors are not
significant. These findings provide empirical support that underscores the importance of attitudes
toward risks in mortgage choice.

Cited frequency: 15
Full Text: 18

19. Title: The Personal Health Record: Consumers Banking on their Health

Author (s): Ball, Marion J.; Costin, Melinda Y.; Lehmann, Christoph

Abstract: With personal health records (PHRs) acting much like ATM cards, increasingly
wired consumers can "bank on health”, accessing their own personal health information and a
wide array of services. Consumer-owned, the PHR is dependent upon the existence of the legal
electronic medical record (EMR) and interoperability. Working PHRs are in place in Veterans
Health Administration, private health care institutions, and in the commercial sector. By allowing
consumers to become involved in their own care, the PHR creates new roles and relationships.
New tools change the clinician's workflow and thought flow, and pose new challenges for
consumers. Key components of the PHR include the EMR and regional health information
organizations (RHIOs); key strategies focus on human factors in successful project management.
Online resources provided by the National Library of Medicine and Health On the Net help
address consumer needs for information that is reliable and understandable. The growth of
self-management tools adds to the challenge and the promise of PHRs for clinicians and
consumers alike.

Cited frequency: 10

20, Title: Clustering the consumers on the basis of their perceptions of the Internet banking

services
Author (s): Maenpaa, Katariina
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Abstract: Purpose - The purpose of the paper is to explore Internet banking services (IBS),
consumers availing the services and the potential development possibilities of the services in the
challenging operational environment. Design/methodology/approach - On the basis of exploratory
interviews, previous Internet banking studies and relating literature, seven dimensions of IBS
ranging from very practical to more hedonic are developed and explored. The users of IBS are
examined by clustering them on the basis of differences in perceptions of the proposed service
dimensions. Data set comprised of 300 computer-supported interviews. Findings - The major
finding is that three of the consumer clusters do not value service dimensions containing
experiential features, whereas the fourth cluster, comprising mainly of youngsters, perceived those
service dimensions very appealing. Practical implications - Two alternative approaches are
suggested to the developing and designing IBS. The cost-effective strategy for serving currently
profitable customers is to adhere to basic IBS that they prefer. However, designing versatile and
experiential IBS might prove to be lucrative investment for the future. The biggest consumer
cluster comprising of youngsters, potential bank customers of tomorrow, preferred more
diversified and even entertaining features. Originality/value - The study represents strategically
interesting viewpoints to design and develop IBS in order to achieve optimal results in the future.

Cited frequency: 10
Full Text: 20
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