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The Impact of Financial Advisers’ Service Quality on Customers’
Investment Behavior

Student: Lai Ying-feng Advisor: Prof. Shih Kuang Husn

Chinese Culture University

ABSTRACT

The main purpose of the study is to establish a framework for the relationship be-
tween financial advisers and customers’ investment behaviors. Based on literature re-
view, the factors affecting the causal relationship between financial advisers and cus-
tomers’ investment behaviors were generalized, defined, and evaluated. Delphi Survey
was conducted to verify the factors affecting the relationship, and DEMATEL was used
to investigate the relationship among the factors and establish a specific assessment
model.

Results indicated that, customers’ behaviors ‘of investment evaluation vary with
the services of financial advisers! In addition, suggestions were proposed for effectively
evaluating relevant factors toassist financial advisors in strengthening service behaviors
and qualities to reduce boththe loss of customers and the loss of investment institutions
due to customers’ switch of financial advisers, as-well as to improve investment institu-
tions’ training of financial professionals and practical strategies for increasing profit-
ability.

This study suggests that, the best way for financial advisers to win customers’ trust
and confidence is to provide them with timely care, take notice of the profit situation of
investment in time, exhibit the abilities to offer reliable and accurate hedged financial
products and those of stable profit, and enhance the politeness and professional knowl-
edge. In terms of investment institutions, the basic condition for competition is the pro-
vision of instantaneous and accurate information on financial products.

This study suggests that, in regard to investment institutions” investment in infor-
mation service, more importance should be attached to customers’ needs. As for the re-
quirement of financial advisers, besides possessing basic licenses, the cultivation of
character and educational training should be further put into practice to create the best
competitive advantage.

Keywords: Financial advisor, Service quality, Relationship inertia, Switching cost, Fi-
nancial institution
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Chang and Chen(2008)4p &' 48 3% = & T &5 i 7 Ry
B DATOERR PR D DR S A S AR R Y4 A
£ o

Mattews and Murray(2007)4p & 8 3% = & @ X 51 3Terg EF FR P~
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Matthews et .al(2007) ; Ruyter et .al(1997) ; Wathne et .al,(2001) ;
Jones et .al(2000) ; Heide and Weiss,(1995);Weiss and Anderson,(1992)
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Klemperer(1988)m£ﬂ ERIEHIN T - e Rl R Rl
B EAEES A B TG A A EY A AN
% A

v

=~ 2 5 as & o Kerin, Varadarajan and Peterson(1992)

-18-



i ERE S ARG B4

(=) % *ﬁ#ﬁ lw/@ra - g &= A o

(C)F¥ R ATERF AP DFY S A

(E)rp ERFTIEBET O3 A o

(B)ié * 3TE BT A 58 RIS 6 Het I b %S Ao

Kim, Kinger and Vale(1999):#= 7 # I » &7 g ¥32 ~ &2 &
BT kR EEE RS AT ke Lee and Feick(2001)+ %
S AT A LA S 2 8[E 0 2 5 & A& (Transaction Cost)
% 3% & & (Search Cost) » % % = L Pl ZE ) —fd ERE A
IV - pREERF B FRhamE Y4 4%4 = A dp e )

RHELFEDI S0 3 P MR FIE 2 R TR
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Jones, Mothersbaugh and Beatty(2000)4p ! 2 5 i 3% LA # L H
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Jones et al. (2000) iy ) » M PERF ~ &4~ HA (TG R S
henz B

Gronhaug and Gilly(1991) ; Heide and Weiss(1995)35 ' 3 4 # 3%
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Heide and Weiss(1995)45 1 g4 = A R A T & 5 - 0 —RIER
By f-%#)i‘g; “77E % = & o Dick and Basil(1994)4, 1 & #
= A RAE R ¢ 3 B R h L di(monetary expenses) £2 2R bR e s A
(non-monetary costs) 7 g+ chfe p SR Py 4 o 1 o
FRBEREBFRIE AL > bl P EF TR G — R
3 4F T2 5 K5 (transaction-specific investments) B % o

Burnham et al.(2003) & & L o e d = A > FIZ = B2 & b
B i

(- )R RS B o

(C)MirH S A B £ BT B o

(Z )8 Tt = AR Fl & 5 e

Guiltinan,(1989) ; /Klemperer(1995) \; Samuelson and Zeck-
hauser(1988) ; # 4% 5 i # = & (Procedural Switching Costs) & ¢ 3

5

[

(=

G AR e = & (economy risk costs) Ty i F H 3 R 2 F
TR I ATTURIIM PP R € B F v g och e M
ES_]% o

v

2.3%fz = * (evaluation costs) » 3u 5 % i § F 41T Bk
e LR Sy A A O U S SO LR RS
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3.4 % = 4 (learning costs) » T &_{rF »kinid ¥ ATehA 58 PR
FEEE S TR BB Y RTNPITE Aok b i A 1 ih
YA LR M-
4.3 5 = A (setup costs) | & 4 B 4038 » - FRTHRIERF
BATA SR T A Py AR Ay M o
Guiltinan,(1989) ; Heide and Weiss,(1995) ; Klemperer(1995) %
p4 734 4% & A (Financial Switching Costs) & & 7
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f;\r@ﬁa‘\i%r}&réﬁ’”%m%\ HEARTIE Y ff L 0 B
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& fAf 4 = A (monetary loss costs) » R 24p % o § # ##
IATHORP R B AN A Y FTE 2 DB LAY
LA R R AL kR GTERI E v & Ris i
P Flo R iTE S Adm A2 cpld 3 % 0 T2 -
Klemperer(1989); Klemperer, (1995) & Rk % & 4 = A (Relationship
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1.4 B B %35 4 =4 (personal relationship loss costs)f] & 4,
BAEE S R WAPRGE A R B OPRGRRE TR R AT
e
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TR T E R A ARIRBR B RER > TA A R AR
S ?’P;ﬁ&'_i o
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Ras v 0 97 A- EEBRE e LB R P R i
> “ﬁ?ﬂ AR Rk P o
AR R b R 2 L e
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2o Berry(1985).
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Fﬁ ik & B : 4R MAR 5 75 fh— 481 Colgate and Lang(2001).
- FORRE AR E AT G DR
Ao A g ERE-
AR .
A2 5 A |d R KA I R RTALE 47| Guiltinan(1989) 5 Klemperer(1995) ;
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EFF AR R PAEHFEFTY L3 AR Bl &3
FU P eI % (Tamura, Nagata, and Akazawa,2002; Hung, Chou, and
Tzeng, 2007) » £ - fa i~ 2 7 * kP RieM I 3
1 E (Seyed-Hosseini, Safaei, and Asgharpour, 2006; Wu and Lee,
2006; Wu, 2007) -
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