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Abstract

The objectives of this research were to study: (1) the relationship between
service quality and consumer decision factors of securities industry in Thailand,;
(2) the relationship between service quality and service loyalty of securities industry
in Thailand; and (3) the relationship between consumer decision factors and service
loyalty of securities industry in Thailand.

The research population was 797,326 individual investors in the Stock
Exchange of Thailand. A multi-stage random sampling was used. 400 samples were
calculated by Taro Yamane’s formula. A questionnaire was used as an instrument in
order to collect data. The statistical employed were percentage, mean, standard
deviation and correlation.

The results indicated that (1) there was correlation between service quality
and consumer decision factors of securities industry in Thailand at a high level.
(2) There was correlation between service quality and service loyalty of securities
industry in Thailand at a high level. (3) There was correlation between consumer
decision factors and service loyalty of securities industry in Thailand at a high level.
All relationships are statistically significant at the 0.01 level. In addition, it was found
that service quality and consumer decision factors have an influence on service
loyalty of securities industry in Thailand.

Keywords: Service quality, Consumer decision factors, Service loyalty,
Securities industry in Thailand.
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Case Processing Summary

N %
Valid 30 100.0
Cases  Excluded® 0 0
Total 30 100.0
Cronbach's N of ltems
Alpha
.987 10

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted

Expectl 32.53 60.120 914 .986
Expect2 32.13 58.189 .923 .986
Expect3 32.30 62.286 .891 .988
Expect4 32.50 58.121 .932 .986
Expect5 32.30 58.907 .960 .985
Expect6 32.10 57.679 .933 .986
Expect7 32.33 58.851 .960 .985
Expect8 32.30 55.941 .946 .986
Expect9 32.33 58.092 974 .985
Expect10 32.27 57.720 .968 .985
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Case Processing Summary

N %
Valid 30 100.0
Cases  Excluded® 0 0
Total 30 100.0
Cronbach's N of Items
Alpha
.984 10

Scale Mean if | Scale Variance | Corrected Iltem- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted

Percepl 32.97 52.861 .925 .982
Percep2 32.13 52.464 .940 .981
Percep3 32.30 53.459 .922 .982
Percep4 32.17 52.420 .936 .981
Percep5 32.27 55.513 910 .983
Percep6 31.93 53.789 912 .982
Percep7 32.33 54.161 911 .982
Percep8 31.97 54.033 .924 .982
Percep9 32.30 49.459 .964 .981
Percepl0 32.13 50.740 .920 .982




131

A A A Yy o v A Y a
ATTINNUINN U 3 Waﬂ’li‘ﬂﬂﬁﬂﬂﬂqqul%@ﬂ’f)ulﬂﬂ']uﬂﬂﬂﬂﬂ’ﬁ@]ﬂﬁuiﬂmﬂQ@ﬂjiﬂﬂ

Case Processing Summary

N %
Valid 30 100.0
Cases  Excluded® 0 0
Total 30 100.0
Cronbach's N of Items
Alpha
.985 12

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted

Decisionl 36.80 67.269 .924 .984
Decision2 37.27 67.168 .879 .984
Decision3 36.70 66.769 .940 .983
Decision4 37.27 68.754 .859 .985
Decision5 36.67 69.540 .887 .985
Decision6 36.50 65.086 .922 .984
Decision?7 36.63 66.723 .936 .983
Decision8 36.37 67.689 .901 .984
Decision9 36.80 66.579 .925 .984
Decision10 36.67 65.264 951 .983
Decision11 36.60 64.248 .936 .984
Decision12 36.83 64.557 .948 .983
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Case Processing Summary

N %
Valid 30 100.0
Cases  Excluded® 0 0
Total 30 100.0
Cronbach's N of Items
Alpha
.980 9

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if tem Deleted Total Alpha if Item
Correlation Deleted

Loyaltyl 25.07 40.133 .958 .976
Loyalty2 24.73 39.651 927 978
Loyalty3 24.33 43.678 910 .978
Loyalty4 25.10 39.817 .940 977
Loyalty5 24.53 42.947 917 .978
Loyalty6 24.83 42.764 .905 .978
Loyalty7 24.93 41.444 .927 977
Loyalty8 24.60 42.869 .899 .978
Loyalty9 24.27 44.478 .886 .979
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Descriptive Statistics

Mean Std. Deviation N
ExpectSum 3.30 .927 378
PercSum 3.15 .970 378

Paired Samples Test

Paired Differences t df Sig. (2-
Mean Std. Std. 99% Confidence tailed)
Deviation Error Interval of the
Mean Difference
Lower Upper

Pair ExpectSum -

.15026 .19506 .01003 .13054 .16999 | 14.977 377 .000
1 PercSum

9 a =
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Correlations

PercSum DecisSum
Pearson Correlation 1 988"
PercSum Sig. (2-tailed) .000
N 378 378
Pearson Correlation 988" 1
DecisSum Sig. (2-tailed) .000
N 378 378

**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations

PercSum LoyalSum
Pearson Correlation 1 978"
PercSum Sig. (2-tailed) .000
N 378 378
Pearson Correlation 978" 1
LoyalSum Sig. (2-tailed) .000
N 378 378

**_Correlation is significant at the 0.01 level (2-tailed).
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Correlations

DecisSum LoyalSum
Pearson Correlation 1 986"
DecisSum Sig. (2-tailed) .000
N 378 378
Pearson Correlation 986" 1
LoyalSum Sig. (2-tailed) .000
N 378 378

**_Correlation is significant at the 0.01 level (2-tailed).



136

MINHUINA A S NANAARLANVATIUR 5 ANUAIARBMILTMITANUFUTUTIFanenTal
nuammmusmsuazdatemsaadulavesdusina

Tugammnssunannindludszmelne

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 .986% 973 973 .13544

a. Predictors: (Constant), DecisSum, PercSum

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
Regression 246.702 2 123.351| 6723.835 .000°
1 Residual 6.880 375 .018
Total 253.582 377

a. Dependent Variable: LoyalSum

b. Predictors: (Constant), DecisSum, PercSum

Coefficients?®

Model Unstandardized Standardized t Sig. 99.0% Confidence
Coefficients Coefficients Interval for B
B Std. Error Beta Lower Upper
Bound Bound
(Constant) -.201 .034 -5.969 .000 -.288 -.114
1 PercSum 127 .047 151 2.710 .007 .006 .249
DecisSum .821 .055 .837 ] 15.072 .000 .680 .963

a. Dependent Variable: LoyalSum
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