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Yaovaboon Luekiattikul (2006). Customers’ attitude and satisfaction on securities trading
through KEST’s marketing officers. Master's Project, M.B.A. (Management).
Bangkok : Graduate School, Srinakarinwirot University.

Project Advisor: Dr.Rugphong Vongsaro;.

The purpose of this research is to study customers’ attitude and satisfaction on
securities trading through KEST’'s marketing officers. The samples size is 400 customers.
The main tool used for collecting primary data is questionnaire. Analytical statistical
techniques employed include percentage, mean, standard deviation and coefficient of
variation. Statistical tests employed include t-test, one-way ANOVA, and Pearson’s Product
Moment Correlation Coefficient. Statistical package used is SPSS/PC for Windows Version

13. The results of the research could be summarized as follows:

Most of correspondents are male aged more than 51 years old. They have a
bachelor's degree, married marital status. They have their own businesses, with monthly
income higher than 20,000 Baht. The Customers have good attitude towards using securities
trading services through KEST's marketing officers in terms of their knowledge and
capability, services, service procedures, compliance procedures, relevant news, provision of
knowledgeable investment information, trading technology, facility and location, and service
quality. Consequently, the customers are satisfied with the quality of service and have a

perception value higher than what they expect.

The clients mostly use securities trading service through KEST’s marketing officers
during the period from Monday to Friday from 10.30 a.m. to 12.30 p.m. and from 2.30 p.m. to
4.30 p.m. Most of them also invest via funds such as equity funds, LTF / RMF, and bond
funds. They decide to open trading securities account with Kim Eng due to its well-known
reputation, and they mostly open the accounts with more than two securities firms. The most
frequent suggestions from the customers regard the availability of parking spaces and car

parking fee.

The clients with different marital status have a significant difference in satisfaction
level at the level of significance of 0.05. In addition, all aspect customers’ attitudes are
positively correlated with their overall satisfaction. The degree of correlation of each aspect

can be ranked on ascending basis as: services information provisions, services procedures,



provision of knowledgeable information, knowledge and capabilities of securities officers,
service quality, facility and location convenience, compliance procedures, and trading

technology, respectively.
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(Evaluation of Alternative)

)

WOANIINANLRAINIITD

N N N
_

(Post-purchase behavior)

mwidsznau 11 lues 5 TwAaUTBINTZLIRNNIAAaUIATe (Five-stage model of the
Consumer buying process)
fnn : Kotler. (2000). Marketing Management analysis, Planning, Implementation an dControl.

p. 179.
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