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Definition of Research Topic
[bookmark: _Hlk6860498][bookmark: _Hlk6860781]As mentioned in the research paper, securities brokerage is a service-intensive, rapidly growing and competitive industry. I have worked in financial industry over ten years and now I am working at a medium size securities brokerage firm with around 60 staffs and acts as the chief operation officer and executive director. I have taken part in the transformation of market from the traditional business model to electronic business model. Nowadays there is over 90% of retail bank and securities brokerage firm provide online brokerage service, even some of them give up their traditional business mode and become pure online brokers. The online brokerage service is substantially depending on the online trading system platform through Web or mobile application. Therefore, the quality of the system platform including functions and information provided on the platform is very important on competitive advantage other than price elements. These constitute the core part of the service quality of the securities brokerage service. Most of small and medium sized brokerage firm will prefer to use vendor provided trading system platform rather than a self-developed one due to high development cost. However, it is resulted that the service provided through such trading platforms are similar without competitive advantages. And the successful online securities brokerage firms in recently years such as Futu Securities International (Hong Kong) Limited and Interactive Securities Broker LLC own their self-developed trading system platform. Therefore, my company has started to develop a tailor-made trading system platform for retail investors in late 2018 and I am one of in charge person of the project. Thus, I would like to combine my academic study to my practical work and conduct a research study to identity the perceived online service quality dimensions along the industry and examine its relation with perceived performance.


Research Planning
[bookmark: _Hlk6858242][bookmark: _Hlk6847484][bookmark: _Hlk6848497][bookmark: _Hlk6851618][bookmark: _Hlk6861937]During the planning status, it is found that there are only few empirical researches related to measure service quality dimensions for online securities brokerage service, even though traditional securities brokerage. The most relevant one was found as Lin and Wei’s study in 1999. The research applied SERVQUAL model from Parasuraman et al. (1988) to further identify service quality dimensions that customer consider as important. Other studies such as Lau and Yen (2001) and Feng et al. (2014) study, they were focusing on the customer acceptance of online trading of securities brokers. They applied WEBQUAL model from Loiacono et al. (2002) to examine the relationship between the website’s quality and customer acceptance. Besides, there are numbers of researches were found that is related to measurement of service quality dimensions in e-banking, such as Ayo et al. (2016) study. E-banking and online securities brokerage are with similar business model and customer requirements that it is feasible to apply the concept of measurement of service quality dimensions in e-banking to online securities brokerage. Ayo et al. applied e-SERVQUAL model from Zeithaml et al. (2000) to examine e-service quality, attitude, and customer satisfaction of e-banking users. Therefore, the pilot study integrated the concept of SERVQUAL, e-SERVQUAL, WEBQUAL in measurement of perceived service quality. Along with more literature being review, it was found that there are too many measurement dimensions under these models and many researchers had modified these models add their own dimensions into their research too. I had to narrow down the scope of dimension measurement due to cost efficiency and effectiveness. Finally, seven dimensions is selected from these models referred to the prior study of Lin & Wei (1999), Feng et al. (2013), Ayo et al. (2016) and Toufaily & Pons (2017). About the measurement of the perceived performance, Feng et al. (2014) applied behavioral intention as a measurement on user acceptance. And further referred to Burton et al (2003) study, perceived performance is positively associated with customer satisfaction and behavioral intention. Thus, behavioral intention is used as a measurement of performance in the pilot study.


Research Process and Result
An instrument with 34 items was designed in English. Some of respondents reflect some wording in the instrument are too technical and academical. Besides, it is important that some of retail investors may not familiarize with English. Therefore, the instrument in the future study will be redesigned with simple wording in Chinese and English bilingually. The data collection process is smooth in the pilot study but it may not be easy to progress in the actual study. Although my company allow me to deliver the questionnaires to our direct customers (around 3,000 in number) by email, they may not be enough representative for the whole population.

[bookmark: _GoBack]The research results are similar to my expectation. All of the selected service quality dimensions are proofed have a significant and positively association with perceived performance. Information Fit to Task has the highest correlation coefficient that has a very strong association with perceived performance. Besides, the result implied that virtual community is also an important element of the service quality in the industry. As per my knowledge, there are only few securities brokerage firms and retail banks provide such service. If it can be further confirmed in future study, there will be a good business implication to the management. I also will propose this idea to the project committee of self-developed trading platform of my company.

Proposal Improvement in Further Study
Because there are only few empirical researches related to measure service quality dimensions for online securities brokerage service, a qualitative research method such as interview with relevant profession would be combined as compensation in the conceptualization status (i.e. selection of service quality dimensions) in order to validate the identified dimension. Example of relevant professions are sales representatives famous trading system venders such as Ayer Solution Limited and AFE Solution Limited as they familiarize with the customer requirement. 

[bookmark: _Hlk6863021]In conclusion, this pilot trail study is a very good experience for actual study in the future. It is as an exploratory study that constitute cornerstones for my further research. 
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