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Abstract

With the policy reform in the stock market of Taiwan over the last few decades, the
reform has attracted new private brokers to the industry with a peak of 381 individual private
brokers in the 90s.

With the ups and downs of the stock market, share investments have become one of the
major investment strategies adopted by the general public. However, due to the excessive
number of brokers and overlapping of business operations, these have contributed to the
increase of vicious competition.

After successful implementation of the Financial Investment Corporations reform in
2000, market structure reform was also introduced to the investment industry to reduce
vicious competition. As a result, the number of private brokers has decreased and this has
encouraged vertical integration of remaining brokers in the market.

The purpose of this research is to analyze service qualities received by the investors with
data collected from random sampling through surveys. A number of methods will be used to
analyze these data including creating 3 service categories using factor analysis approach from
21 service quality questions. Further variance analysis or t-testing will be used to identify
differences between the 3 service categories. Lastly, a logical regression analysis will be used
to examine the relationship between the investor-broker satisfactions.

Performance evaluation of the upper and lower control line matrix will be used to
further explain the difference between service quality recognition investors and brokers.
Understanding these differences is expected to be able to assist brokers to analyze their

current service qualities and improve their current service strategy.

Keywords: Stock, Service quality, Factor analysis, Performance evaluation matrix, Control
limit
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DAZEEN — A AR s i il (PR T AR ~ TSRS S s 18R AR B E A B8R
b 4 R ~ s ~ BRI - IS ARSI T (EE S IR > R
Press Q 2RI FhlERrb A 55 16 51445 R (e /K ME 0=0.05 [Kf » p f5<0.0001) » [tE
R TR R B R L RGBS AR S) - BIREE
PERRISELT - 25 P RIS S Pem B R IR r s i IR T = - LBk 6 TE iR R
5 YR W SRR T » Sy — BRI MERU B P ¥ T RS TEARTS | RIFRE
HEEAERIME@IZR 6) » S AT A REAE SRS MRS ke AR = R s
T b AR E M A B o AR & 8 A B S B A E R
RN 7 BB RE (AR 7 ~ % 8) -

7 5 BSIRASEER Logic JEERMTER

i |3 g B i B (pfE)
el 0.980 0.241
T 18.569 0.996
2 R 0.782 0.365
R S AR B R[] -0.651 0.501
RS M IRASS 0.982 0.013*
A SEPE AR S 0.852 0.055
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