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{Abstract)

The online stock transactions are gaining popularity at an incredible speed these days as more and more investors
are adopting Internet as a new and convenient way of handling such transactions. As a consequence, the market
for online stock exchange services is getting increasingly competitive; measuring and managing the quality of such
services have become a crucial issue to the survival and growth of the stock brokerage houses. Unfortunately, however,
little research effort to date has been made as to developing a set of valid and reliable measures for assessing
investor perceptions of the quality of the online stock exchange service. The present study generates and tests a
new set of multi-item measures for the quality of the online stock exchange service from an investor’s perspective.
This set of measures can be used in various stages and aspects of formulating online marketing strategies for stock
brokerage firms. Marketing implications of this instrument for service providers are discussed.
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