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0 1 .  A B O U T  T H E  S T U D Y

The general aim of the study was to get the 
information about people’s attitude and behaviour
towards different payment methods. 

The gained knowledge concerned about 
awareness, usage and preferences of different 
payment methods (both online and offline). 

T H E  A I M  O F  T H E  S T U D Y  
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0 1 .  A B O U T  T H E  S T U D Y

The study was conducted using CAWI methodology 
– respondents were invited to take part in an internet survey.

March 2022

Representative sample 
of each country's 
population aged 18-65.

A B O U T  T H E  S T U D Y
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0 1 .  A B O U T  T H E  S T U D Y

K E Y  F I N D I N G S

Croatians, during their last online 
shopping choose cash or card 
payment on delivery

Croatians, compared to other countries 
participating in the study, are somewhere in 
between cash and electronic payment methods. 

They tend to choose cash more often during their 
everyday shopping. It also happens that card 
payment is not available, e.g. when they want to pay 
at markets and bazaars, hairdresser, doctor or 
dentist and for home repairs. 

They pay by card payment, mainly when making 
purchases for high amounts, above 500 HRK.

of Croatians choose cash as their first or
second most often used payment method

choose cash payments, even if other 
options are available every day or
almost every day

appreciate electronic payments 
for being fast and saving time

choose card payment while paying
more than 500 HRK



A T T I T U D E S  T O W A R D S  M O N E Y
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0 2 . A T T I T U D E S  T O W A R D S M O N E Y

The basic module of our research 

on Attitudes towards forms of payment 

is a standardized psychological tool 

created by Professor Grażyna Wąsowicz, 

who specializes in the field of economic 

psychology, in particular the psychology 

of money. 

The Money Relationship Questionnaire 

(KSP-33) (Wąsowicz-Kiryło, 2013) 

is a standardized tool with proven 

reliability and validity. It consists 

of 33 statements that allow 

measurement on 9 scales.

C O N T R O L

U S I N G  
B A N K I N G  S E R V I C ES  

M E A N S P L E AS U R E

I N V E S T M EN T I N S U R A N C E  

M A N A G E M E N T A C C O U N T IN G
S P E N D IN G  
I M P U LS IV E L Y

A T T I T U D E S T O W A R D S  M O N E Y
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0 2 . A T T I T U D E S  T O W A R D S M O N E Y

C O N T R O L M E A N S P L E A S U R E

I N V E S T M EN T I N S U R A NC E
B A N K I NG
S E R V I C ES

M A N A G EME NT  A C C O U N T IN G
I M P U L SE  
S P E N D I NG

For Croatians, money is a means of realizing values, ensuring a sense of independence and freedom of choice.
They believe in the need to invest money and feel it is an important part of managing their assets.
They control and plan their expenses. Some of them are interested in ways to invest money that will increase their wealth.

A T T I T U D E S T O W A R D S  M O N E Y
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0 2 . A T T I T U D E S  T O W A R D S M O N E Y

C O N T R O L

M E A N S

P L E AS U R E

Level of Means component is high and does not differ 

from that observed in other countries.

Croatians have a weaker money Control than residents 

of other countries participating in the study.

The Pleasure that comes from dealing with money

in Croatia is similar to other countries.

In The Money Relationship Questionnaire (KSP-33), each respondent was asked to respond to all statements on a 6-point scale 

from 0 to 5.

The results for each indicator on the level of Attitudes Towards Money range from 0 to 25 points, and for indicators from the level 

of Cognitive Behavioural Financial Competences from 0 up to 15 points.

The results presented represent the mean value for each indicator.

A T T I T U D E S T O W A R D S  M O N E Y



9

0 2 . A T T I T U D E S  T O W A R D S M O N E Y

I N V E S T M EN T

I N S U R A N C E

B A N K I N G
S E R V IC E S

Croatians are more convinced that the Insurance is important 

and necessary, both for them and for their property.

In Croatia belief in the need to invest money is stronger than

in other countries. It is a distinguishing feature of Croatians.

Croatians, similarly to residents of other countries, 

trust and use banking services.

A T T I T U D E S T O W A R D S  M O N E Y

In The Money Relationship Questionnaire (KSP-33), each respondent was asked to respond to all statements on a 6-point scale 

from 0 to 5.

The results for each indicator on the level of Attitudes Towards Money range from 0 to 25 points, and for indicators from the level 

of Cognitive Behavioural Financial Competences from 0 up to 15 points.

The results presented represent the mean value for each indicator.
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0 2 . A T T I T U D E S  T O W A R D S M O N E Y

M A N A G E M E N T  

A C C O U N T IN G

I M P U LS E 
S P E N D IN G

In Croatia, being focused on controlling the budget and 

planning expenses is high and similar to other countries.

Declared behaviours related to money management are 

stronger than these observed in other countries.

Although Impulse Spending is weak in Croatia, it stands out from 

other countries. It shows that some Croatians spend their money 

with a little less reflection or plan than respondents in other countries.

A T T I T U D E S T O W A R D S  M O N E Y

In The Money Relationship Questionnaire (KSP-33), each respondent was asked to respond to all statements on a 6-point scale 

from 0 to 5.

The results for each indicator on the level of Attitudes Towards Money range from 0 to 25 points, and for indicators from the level 

of Cognitive Behavioural Financial Competences from 0 up to 15 points.

The results presented represent the mean value for each indicator.
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0 2 . A T T I T U D E S  T O W A R D S M O N E Y

Croatians treat money as 
a means of achieving value

• In their opinion, money provides 
a sense of independence

• Money enables a comfortable life

• At the same time, they like to control 
their expenses and savings

• They are interested in investing money
to increase their wealth

capital city: Zagreb

currency: Croatian kuna

population: 4,05 million

C R O A T I A N S A N D  A T T I T U D E  T O  M O N E Y



P A Y M E N T  M E T H O D S
A W A R E N E S S  A N D  U S A G E
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0 3 . P A Y M E N T  M E T H O D S  – A W A R E N E S S  A N D  U S A G E

z

A W A R E N E S S  O F  D I F F E R E N T  F O R M S  O F  P A Y M E N T  

I N T E R E S T I N G  F A C T

Almost all Croatians are familiar with such payment methods as plastic payment card, cash and traditional bank transfer. 

Keks Pay is also well-known method (87%), but only a few people (5%) mention it spontaneously. 

Card and cash are spontaneously mentioned more often by Croatians than respondents from other countries.

More people in Croatia also indicate installment purchase or lease.
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0 3 . P A Y M E N T  M E T H O D S  – A W A R E N E S S  A N D  U S A G E

A W A R E N E S S  O F  D I F F E R E N T  F O R M S  O F  P A Y M E N T  
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0 3 . P A Y M E N T  M E T H O D S  – A W A R E N E S S  A N D  U S A G E

Croatians most often use cash, plastic payment card and traditional bank tranfer as a payment method. Frenquency of 

usage in Croatia does not differ from  other countries.

However, installment purchase or lease is more popular in Croatia. More than half of Croatians use this payment 

option, but most of them do it no more than 2-3 times per month.

F R E Q U E N C Y  O F  U S A G E  O F  D I F F E R E N T  F O R M S  O F  P A Y M E N T  

I N T E R E S T I N G  F A C T
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0 3 . P A Y M E N T  M E T H O D S  – A W A R E N E S S  A N D  U S A G E

F R E Q U E N C Y  O F  U S A G E  O F  D I F F E R E N T  F O R M S  O F  P A Y M E N T  
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0 3 . P A Y M E N T  M E T H O D S  – A W A R E N E S S  A N D  U S A G E

M O S T  O F T E N  U S E D  F O R M S  O F  P A Y M E N T  
A N D R E A S O N S  O F  C H O O S I N G  T H E M

Croatians most often pay with cash (63%) 

and plastic payment card (61%). Results are

similar to these observed in other countries, 

however Croatians use cash a bit more

often.

The main reasons of choosing cash are

availability and control spending. Both 

plastic payment card and instant payments

are chosen mainly because of ease of use

and time saving.
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0 3 . P A Y M E N T  M E T H O D S  – A W A R E N E S S  A N D  U S A G E

M O S T  O F T E N  U S E D  F O R M S  O F  P A Y M E N T  
A N D R E A S O N S  O F  C H O O S I N G  T H E M
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0 3 . P A Y M E N T  M E T H O D S  – A W A R E N E S S  A N D  U S A G E

B A N K I N G

ATMs, Internet and mobile banking are the most popular channels of banking in Croatia. Croatians use internet banking 

only a bit rarely than respondents from other countries – it shows that mobile banking is definitely more popular. 

People in Croatia use telephone contact with bank less often than people from other countries, moreover 13% of them

don’t know this channel at all.



P A Y M E N T  M E T H O D S
M Y  L A S T  P U R C H A S E
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0 4 . P A Y M E N T  M E T H O D S  – M Y  L A S T  P U R C H A S E

L A S T  P A Y M E N T  - O N L I N E  O R  O F F L I N E ?
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0 4 . P A Y M E N T  M E T H O D S  – M Y  L A S T  P U R C H A S E

L A S T  O N L I N E  P A Y M E N T  T Y P E S

32% of respondents from Croatia made their last payment online which is a bit lower result than in other countries. The most popular payment method is a plastic 

payment card, although repondents from other countries use it more often. Almost every fifth Croatian paid online using digital wallets. They are more likely to use

cash or card during payment on delivery.
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0 4 . P A Y M E N T  M E T H O D S  – M Y  L A S T  P U R C H A S E

L A S T  O F F L I N E  P A Y M E N T  T Y P E S

Almost 7 of 10 Croatians made their last payment offline. They primarily used cash such as respondents from other countries. In the second place was 

plastic payment card. However, Croatians chose contactless payments (phone, smartwatch or other devices) significantly less often.  



P A Y M E N T  M E T H O D S
P R E F E R E N C E S

24



25

0 5 . P A Y M E N T  M E T H O D S  – P R E F E R E N C E S

P R E F E R R E D  M E T H O D  O F  P A Y M E N T  
W H I L E  S H O P P I N G  O F F L I N E

More than a half of Croatians respondents prefer

cashless electronic payments than cash.

Results from Croatia are similar to these observed in other

countries.
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0 5 . P A Y M E N T  M E T H O D S  – P R E F E R E N C E S

A M O U N T V S  P R E F E R R E D  P A Y M E N T  M E T H O D

While paying up to 20 HRK most of Croatians prefer to do it with cash. Also a bit higher amounts (21-100 HRK) are

preferred to be paid with cash but almost the same number of respondents declare that they sometimes choose

cash and sometimes electronic payments.

The visible trend is that the higher the price, the larger group of those who prefer electronic payments. However

about 1/3 of respondents are undecided during paying high amounts and would sometimes choose cash, and 

sometimes electronic methods. 
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0 5 . P A Y M E N T  M E T H O D S  – P R E F E R E N C E S

P R E F E R R E D  M E T H O D S  O F  P A Y M E N T  
W H I L E  S H O P P I N G  O F F L I N E  I N  D I F F E R E N T  S I T U A T I O N S  ( 1 / 3 )

Croatians choose cash more often than respondents from other countries. More than a half of respondents use cash to 

pay for public transport tickets, hairdresser and medical services (only 15-21% use electronic payments in these situations).

No significant differences were observed between Croatia and other countries when paying for software/electronic games

and at a hotel/for accomodation.
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0 5 . P A Y M E N T  M E T H O D S  – P R E F E R E N C E S

P R E F E R R E D  M E T H O D S  O F  P A Y M E N T  
W H I L E  S H O P P I N G  O F F L I N E  I N  D I F F E R E N T  S I T U A T I O N S  ( 2 / 3 )

For Croatians cash is the best way to pay for shopping at markets / bazaars, charges at public 

institutions and in cinema or theater. However, they also less often than other nations pay 

electronically when shopping in domestic online stores.
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0 5 . P A Y M E N T  M E T H O D S  – P R E F E R E N C E S

P R E F E R R E D  M E T H O D S  O F  P A Y M E N T  
W H I L E  S H O P P I N G  O F F L I N E  I N  D I F F E R E N T  S I T U A T I O N S  ( 3 / 3 )

Croatians do not differ from respondents from other countries in terms of paying for taxi trips and shopping 

at a pharmacy. On the other hand almost 3/4 of them use cash giving money as a gift and more than a half 

of them pay builders or for home repairs with cash. 
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0 5 . P A Y M E N T  M E T H O D S  – P R E F E R E N C E S

F R E Q U E N C Y  O F  S I T U A T I O N S  I N  W H I C H  
C R O A T I A N S P R E F E R R E D  C A S H  P A Y M E N T S

1 of 4 respondents claim that every day

they have a situation where they want to 

pay with cash even if they have other

options to choose. This observation is in 

line with the general Croatians preferences 

for payment method for various services.

7% of Croatians never choose cash if other 

methods are available – this result is similar

to other countries.



D I G I T A L  P A Y M E N T S
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0 6 . D I G I T A L P A Y M E N T S

P R O D U C T S  A N D  S E R V I C E S  F O R  W H I C H  
C R O A T I A N S P A Y  U S I N G  C A S H - F R E E  M E T H O D S  

Croatians most often use cash-free payments 

when paying at petrol stations, when buying

things other than groceries in shops – both

significantly more often than in other countries –

and during grocery shopping.

Situations in which they usually do not choose 

cash-free methods are: paying builders and for 

home repairs, giving money as gift, shopping at 

markets and bazaars and paying hairdresser and 

beautician or charges at public institutions.
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0 6 . D I G I T A L P A Y M E N T S

P R O D U C T S  A N D  S E R V I C E S  F O R  W H I C H  
C R O A T I A N S P A Y  U S I N G  C A S H - F R E E  M E T H O D S  
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0 6 . D I G I T A L P A Y M E N T S

Offering electronic payment methods has a definitely positive effect on the perception of the place of purchase 

among Croatians, as well as among residents of other countries.

8 out of 10 Croatians perceive a place where electronic payments are available as modern. This is a similar 

percentage to other countries, although significently more respondents definitely agree with this and other

statements.

I M A G E  O F  P L A C E S  O F F E R I N G  E L E C T R O N I C  P A Y M E N T S
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0 6 . D I G I T A L P A Y M E N T S

I M A G E  ( A S S O C I A T I O N S )  O F  C A S H  A N D  E L E C T R O N I C  P A Y M E N T S

Electronic payments by card, telephone or other devices have a much 

clearer image in Croatia than cash. The most important features that 

distinguish digital payments are innovation, time saving and comfort. 

Croatians perceive them even as more comfortable, more modern, faster

and easier to use than respondents from other countries.
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0 6 . D I G I T A L P A Y M E N T S

N O  P O S S I B I L I T Y  T O  P A Y  B Y  C A R D
H O W  O F T E N ,  W H A T  R E A S O N S

In Croatia, a similar number of people have experienced problems with card 

payments as in other countries. However, it happens less frequently.

The most common reasons for these difficulties were simply no terminal 

at the point of purchase or a broken terminal.
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0 6 . D I G I T A L P A Y M E N T S

N O  P O S S I B I L I T Y  T O  P A Y  B Y  C A R D  
I N  W H I C H  S I T U A T I O N S

In Croatia, a situation when card payment is 

unavailable occurs especially during shopping at 

markets and bazaars (57% vs. 36% in other

countries), when going to the hairdresser / barber

/ beautitian (40% vs. 29%), when giving money as 

a gift (36% vs. 27%) and when paying builders/for 

home repairs (31% vs. 24%).

The least frequent problems with card are: 

shopping in online shops, buying insurance, 

paying at hotels, paying for software and buying

things other than groceries in shops.
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0 6 . D I G I T A L P A Y M E N T S

N O  P O S S I B I L I T Y  T O  P A Y  B Y  C A R D  
I N  W H I C H  S I T U A T I O N S
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0 6 . D I G I T A L P A Y M E N T S

N O  P O S S I B I L I T Y  O F  P A Y M E N T  D U E  T O  L A C K  
O F  C A S H  A N D  N O  P O S S I B I L I T Y  T O  C A S H - F R E E  P A Y M E N T

Lack of cash on hand is not a problem 

in Croatia. Croatians are less likely to 

resign from purchasing products or 

using a service because they do not 

have enough cash with them. They

definietly more often claim that they

have never experienced such situation

like this.
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N O  P O S S I B I L I T Y  O F  P A Y M E N T  D U E  T O  L A C K  O F  C A S H  
A N D  N O  P O S S I B I L I T Y  T O  C A S H - F R E E  P A Y M E N T ( 1 / 3 )
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N O  P O S S I B I L I T Y  O F  P A Y M E N T  D U E  T O  L A C K  O F  C A S H  
A N D  N O  P O S S I B I L I T Y  T O  C A S H - F R E E  P A Y M E N T ( 2 / 3 )
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0 6 . D I G I T A L P A Y M E N T S

N O  P O S S I B I L I T Y  O F  P A Y M E N T  D U E  T O  L A C K  O F  C A S H  
A N D  N O  P O S S I B I L I T Y  T O  C A S H - F R E E  P A Y M E N T ( 3 / 3 )



P A Y M E N T S  W H I L E  T R A V E L L I N G
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0 7 .  P A Y M E N T S  W H I L E  T R A V E L L I N G

P A Y M E N T S A B R O A D

When traveling, Croatians choose both cash (52%) and electronic payments (64%), although cash is less frequently chosen by them than by respondents from other countries.

When they pay by card abroad, they prefer to pay in local currency more than other nations, but still 1/3 choose their country's currency. 

Opinions on charging the account when withdrawing cash from an ATM are divided with a slight predominance of local currency (56%).
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0 7 .  P A Y M E N T S  W H I L E  T R A V E L L I N G

C A S H - F R E E  P A Y M E N T S  A N D  C O V I D - 1 9  P A N D E M I C

According to 79% of Croatians, it is true that after the COVID-19 

pandemic, there are more places where you can pay with a card, 

telephone or other device.

They are even more sure of this than residents of other countries.



S E G M E N T A T I O N
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0 8 . S E G M E N T A T I O N

S E G M E N T A T I O N

I spend cash quickly on what I want, without 
control - after all, I am the King of Life

I don't like to invest or deal with money. And I don't 
trust institutions, it's better to keep money at home

I need to plan my expenses carefully. It happens that 
I almost immediately spend all the money I get; I 

have a limited budget and I have to survive somehow

I control my money and expenses, but money is only 
a means towards a goal - I have it, but I don't have to 

think about it all the time and worry about it 

I would like to have a lot, but so far I don't have 
much, I don’t yet manage money seriously

I consciously manage my money - I use promotional 
offers, plan my expenses and invest capital. I value the 
freedom of choice, so I don't reject any form of payment
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0 8 . S E G M E N T A T I O N

S E G M E N T A T I O N

I spend cash quickly on what I want, without 
control - after all, I am the King of Life

I would like to have a lot, but so far I don't have 
much, I don’t yet manage money seriously

I consciously manage my money - I use promotional
offers, plan my expenses and invest capital. I value the 
freedom of choice, so I don't reject any form of payment

I don't like to invest or deal with money. And I don't 
trust institutions, it's better to keep money at home

I control my money and expenses, but money is only 
a means towards a goal - I have it, but I don't have to 

think about it all the time and worry about it 

I need to plan my expenses carefully. It happens that 
I almost immediately spend all the money I get; I 

have a limited budget and I have to survive somehow
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0 8 . S E G M E N T A T I O N

S E G M E N T A T I O N  - K I N G S  O F  L I F E

• They have some difficulty with saving

money - if they have any savings, they 

spend it without much thought, almost 

immediately  

• This is the segment that spends money the 

fastest 

• They like to talk about money - counting 

money makes them happy 

• Of all the segments they know how much 

money they have in their accounts to the 

smallest degree 
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0 8 . S E G M E N T A T I O N

S E G M E N T A T I O N  - D R E A M E R S

• It is rather unlikely that they save 

money - even if they have enough of it

• They like to deal with money - dealing 

with money gives them pleasure

• It is rather unlikely that they accumulate 

knowledge in the field of personal finance, 

but they are convinced that one should 

use banking services 

• They are reluctant to invest money

• They know well how much money they 

have in their accounts 
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0 8 . S E G M E N T A T I O N

S E G M E N T A T I O N  - O P T I M A L

• Money is important to them - they like to 

think about it, talk about it, deal with it; 

dealing with it gives them the greatest 

pleasure compared to other segments

• They save money, make financial plans -

they don't spend their money immediately

• They know perfectly well how much money 

they have in their accounts, they 

remember well how much money they 

have in their wallets 
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0 8 . S E G M E N T A T I O N

S E G M E N T A T I O N  - A F F L U E N T

• Money is important to them, but they 

don't like to think about it, talk about it, 

deal with it - dealing with money gives 

them the least pleasure 

• They control their expenses well - they 

know very well how much cash they 

have in their wallets and how much 

money they have in their accounts 
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0 8 . S E G M E N T A T I O N

S E G M E N T A T I O N  - E C O N O M I C A L

• It is rather unlikely that they think about 

money, they don't like to deal with it -

dealing with money doesn't give them 

pleasure, they don't like talking about 

money  

• In comparison with other segments money 

is the least important to them

• It is rather unlikely that they make 

financial plans 
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0 8 . S E G M E N T A T I O N

S E G M E N T A T I O N  - S C E P T I C S

• Spending money does not give them 

much pleasure - they try not to spend 

money quickly 

• It is rather unlikely that they create financial 

plans - the money does not serve to 

develop their interests, nor do they put 

aside money for unexpected expenses 

• They are not convinced that it's worth 

using banking services



A B O U T  R E S P O N D E N T S
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0 9 . A B O U T  R E S P O N D E N T S

A B O U T  R E S P O N D E N T S
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0 9 . A B O U T  R E S P O N D E N T S

A B O U T  R E S P O N D E N T S
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0 9 . A B O U T  R E S P O N D E N T S

A B O U T  R E S P O N D E N T S




