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INVESTOR'S SERVICE QUALITY EXPECTATIONS OF SECURITIES
COMPANIES IN BANGKOK

Woratip Husdinvichai

Dr. Teerawat Paibunkulkomn

ABSTRACT

This study was designed to investigate the investor's expectation in service quality of securities
companies in Bangkok. The study was carried out by purposive sampling utilizing a questionnaire
as a study tool. Descriptive statistics such as, frequencies, averages, standard deviations as well
as inferential statistics were employed in hypothesis testing.  Hypothesis testing myolves-one=sample
t—tests, independent—sample t=test tests of differences in averages by onc—way analysis of variance
(ANOVA) followed by least significant difference testing all with @ level ol significance
equal to 0.05.

Results show that expectations of investors were at.a high level made up of faith or
acceptance of quality standards, response to customer needs, tangible benefits, personal consideration
and also-quality assurance. Quality was reflected i safety of investments, privacy of the investor
both personal and financial data. An emphasis was also placed on the broker's depth and knowledge
and expericnce. Investors with differences in demographic charactenistics had different expectations
at a significance levelof 0.05.. The respondents showed a difference in expectations in terms of
personal needs, communication, and status at a significance level of 0.05. Meanwhile factors relating
to past expericnce,/mouth to mouth communication, were also different.  Investors with prior
experience with other sccurities companics recorded a higher level of expectation. 1t was also

cvident that family and relatives factors had an effect through mouth to mouth communication.
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