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SERYTRUST: A Development of a Scale to Measure Consumer’s Trust in Service Providers
in South-East Asia

Introduction: The main purpose of this research study is to develop a trust scale for measuring consumer
relationships with their service providers in South-East Asia (Thailand). The research is conducted by Mr.
Teerasak Jindabot, a Ph.D. candidate in marketing at Thammasat University, and is funded by Prince of
Songkla University. The questionnaire will take you approximately 20-30 minutes to complete. All information
collected from you will be kept strictly confidential and will be presented as summary numbers based on
answers from all those who are helping me. Although information will be used and presented in the report and
publications, your personal information will be anonymous. A summary report will be sent to you if you would

like to receive one. Thank you for you cooperation.

Part I: Sereening Question

Direction: Please check in the box which is the most appropriate to you.

1. Do you have your main doctor?
0 Yes 0 No (Finish the interview)
If yes, please give more detail.
What is his/her name and department? ...o.commimnmmmmssiim s s
What is the hospital/ clinic he/she working for? ...........cooviiiiiniiiniiin
When was the last time you visit your doctor?

0 Within the last 6 months 0 More than 6 months ago (Finish the interview)

2. Do you have your main bank?
0 Yes 0 No (Finish the interview)
If yes, please give more detail.
Whiat is:the bank’s DAMET iy e s v i S s S A i it
When was the last time you used the bank’s services?

0 Within the last 3 months 0 More than 3 months ago (Finish the interview)




Part I1: Trust Scale for Doctor and Bank

Direction: Following is a list of statements that may apply to the service providers like doctors and banks that
you mentioned in part one. For each statement please circle one number to show the degree of your
disagreement or agreement with the statement by using the following scale: 1=Strongly Disagree, 2=Disagree,
3=Somewhat Disagree, 4=Neither Agree nor Disagree, 5=Somewhat Agree, 6=Agree, 7=Strongly Agree.

Statement My Main Doctor My Main Bank
Strongly Strongly Strongly Strongly
Disagree Agree Disagree Agree
1 P A e 6 1 A ! e a7
» My service provider has made sacrifices for me ERSEA T e R R ) 1L 2 3 & F & 7
in the past.
= [ prefer to provide my personal information on a7 Lt EON ] T e T e o L
confidential basis. |
o My decision to do business is based on the R T TR ke 3 g S e
service provider’s guarantee.
= My service provider has been frank in dealing | o Ce S e T T T | O T A
with me.
# [ will rely on a service provider with whom [ [ & % i 5 6 1 2 3 4 5 6 7
have ever dealt before.
® My service provider is very knowledgeable. e T ) T T T B T e

[S]
w
E=
w
(=

* [ am familiar with this service provider. 1

» Information sharing on important issues has
become a critical element to any partnershi

My service provider has a great deal of
integrity.

» My service provider has enough control over
his/her company’s resources to fulfill my
needs.

* My service provider performs services as
promised.

» My service provider has a good reputation for
his/her services.

& My service provider always accommodates my
last minute

= My service provider cares for my welfare.

* | always give the correct personal information
to my service provider.

« The service provider’s guarantee shows his/her
high quality of service.

» Promises made by my service provider are
reliable.

o= 1 can predict what my service provider will do

b of my experience with him'her.
| ® My service provider knows his/her service very 1 e I i 5 6 1 R R i |
well.

o I prefer to do business with this service ) o e b i TR P e e T |
 providert he/she is like a friend to me. I
s My service provider gives me all kinds of the 1 I 5 b 1 PR S SR ST - |

information to help me.
» My service provider brings high standards to I S R R T T L T e
histher work. o |
o | think that my service provider can influence  C i T 1 7R IR e R |

my decisions on options [ have.




being concerned about his/her customers.

Statement My Main Doctor My Main Bank !
Strongly Strongly Strongly Strongly
Disagree Disagree Agree
10 e (A Il R SR S |
» My service provider provides his/her services JUCIIE SRS s S - T R T R
at the time he/she p ises to do so.
* In general, my service provider has a good 1 A I 1 I e T
reputation in the market.
» My service provider is punctual in meeting T LR i SR | T s St | ]
deadlines.
o | feel my service provider is like a friend. 1 2 3 4 5 1 2. 3 #% 5 W 7
# [ believe my personal information is safe with ) e G 1 L S T
my service provider.
® | believe in my service provider's guarantee. 1 25 3t 4 5 1 Z 5 4 5 & 7
* My service provider does not make false 1 R o 1 2 Fi= S SIS <
claims,
» [ continue to deal with this service provider ) i T 1 2 3 4 5 6 7
because of the long relationship I have had
with him.
* My service provider is an expert in his/her area. [ Ve S ] 1 R T
= [ believe that if this service provider is or acts 1 2 3 4 5 1 2 3 4 5 6 7
like a friend he/she would do me favors.
* My service provider shares his/her confidential 1i5 i AL =S R T TR | O
information with me.
* My service provider is honest. 3 R e ] R T R T ]
» [ tend to follow my service provider’s ) [ B L ) 1 3 DRt 7
recommendations.
* My service provider provides the service right 1 s i 5 1 2 3 4 5 6 7
the first time.
® My service provider has the reputation for By 20T S TR oo ] O NN 7/
being fair. —=
» My service provider returns my calls promptly. I 20374 8 I 3 4 5. 6 7
» My service provider treats me with respect. e e U T S S e =T
* My service provider keeps my personal I 1 2 3 4 6 7
information in secret.
* [ expect a certain outcomes from a guaranteed b I S A THSRb E E M  (TR
service.
* My service provider is open in dealing with 1 2 3 4 5 1 2 i 4 5 6 7
me.
* [ would continue my relationship with this T S S S e S TRRET U T T s
service provider for similar services.
& My service provider has enough authority to | L L TR 1 2 3 4 5 6 7
SETVE IMe.
o [ prefer doing business with this service L A2 S =5 b Bl &6 7
provider if I had friends working for him or
her.
® My service provider promptly provides all 1 A T S U TR - I |
kinds of information that I want.
| ® My service provider has high moral principl 1 i) B EER L] 1 e e 5 7
* My service provider has a right to expect me to 1 2 3 4 5 1 2 3 4 6 7
go along with histher recommendations.
» My service provider has services available ) [T (T Lo T N L R T < T
when I want it.
» My service provider has the reputation for ) IR S L T A TS e




Statement My Main Doctor My Main Bank
Strongly Strongly Strongly Strongly
Disagree Agree Disagree Agree
7 I S T [ L R - <

o My service provider responds to my requests I b o s - = T R T
i diately.

* My service provider acts as if [ am always 1 2- -3 6 7 1 2 3 4 5 & 7

| right.
| » 1 would deal with service provider who keeps Jo @il G o e S R TR
my personal information confidential.

o If my service provider can deliver as | (SR S & 7 1 2 8 a5 & 7
guaranteed, 1 will certainly continue to deal
with him/her.

* [n general, my service provider has strong s g | T TR R TR

» [ am very pleased with my dealing with this I 2 3 4 6 7 2 3 4 5 & 7
service provider.

o [ have faith in my service provider’s B i (T S T et T e
recommendation,

[ have developed a friendship with the service 1 2 3 4 & 7 I 2 3 4 & & 7
provider.

o [ make decisions based on the information that Tn Ul il [ Lot e (R LA TR T |
[ receive from my service provider,

o [ prefer to deal with a service provider who has I 2 3 4 6 7 1 2 3 4 5 6 7
high integrity.

o [ feel that by going along with my service 1 B ET & 6. @ R R S T
provider's recommendations, I would have 1
received very good treatment from him/her.

» My service provider has insisted on error-free I TR [ 1 s e T
transaction and records.

* My service provider invests in advertising and il T 6 7 1 2 3 4 5 & -7
promotion.

o [ always get the information I ask from my 1 RS B o) [ S L R R
service provider in timely fashion.

o [ feel my service provider has been on my side. 1 G T [ 1 2 3 4 s e T

[ would listen to my service provider because 1 SR (e L R S IR R
of his'her expertise.

o [ would trust this service provider if  knew 1 2 3 4 6 7 1 2 3 4 5 &6 7
him/'her personally.

# [ share proprietary information with my service - & 7 TR T T O S
provider.

| By going along with my service provider’s I~ 2 3 e 6 7 1 F 3 8 e 7
recommendations, | avoided some of the
problems other customers face.

| » I feel that my service provider is reliable. LT it (= 1 e e e W L

® My service provider belongs to national or I 28 3 4 6 o F 4 5 6 1
international chain,

* When [ share my problems with my service 3 [ R () 1, o Tt L VSR e S e A |
provider, I know that he/she responds with |
under ling, '

* The building facility of a service provider 1 2 3 4 6 7 1 23 4y 6 7 I'
shows how good his/her services are. |

o [ can count on my service provider to consider 3 s R (T TR s el R Tl )|
how his/her services will affect me. l

# [n general, I trust my service provider. 1 2 3 4 6 7 1 2 3 4 5 6 7 ]




Part I11: Antecedences of Trust for Doctor and Bank

Direction: Following is a list of statements that may apply to service providers like doctors and banks as you
mentioned in part one. For each statement please circle one number to show the degree of your disagreement or
agreement with the statement by using the following scale: 1=Strongly Disagree, 2=Disagree, 3=Somewhat
Disagree, 4=Neither Agree nor Disagree, 5=Somewhat Agree, 6=Agree, 7=Strongly Agree.

Statement My Main Doctor My Main Bank
Strongly Strongly Strongly Strongly
Disagree Agree Disagree Agree
1 i gt I VI MY 1 2 = O D [y
* In our relationship, my service provider keeps P23 & 5w 7 I 2 3 4 5 6 7
me informed of the new information.
| » My service provider does not hesitate to take [ SRRy s o i T R
| care of any problems I might have with using
| the service.
| ® My service provider has modern-looking | LR =i e | 1 2 3 4 5§ 6 7
equipment.
* My choice to do a business with my service - i R TR T TR Co - SR - |
provider was a wise one.
= My service provider provides me with clear 1 2 E NI 1 2 23 T TEEYY GG
and transparent information.
* My service provider goes out of his/her way to R R B R T TR e L e T R
solve my problems.
* My service provider”s physical facilities are TR - R O R U 1 2 3 4 5 6 7
visually appealing.
« [ think I did the right thing when I decided to SR et T L T TR TR N T |
do a business with my service provider.
* My service provider keeps me constantly | LI Ay | 1 SR e R R TR
informed of new services that could be in my
interest.
| » My service provider is willing to bend his/her R S o e e R e A e
company policies to help address my needs.
| ® My service provider has operating hours I =2 3 " 085 5 7 1 2 3 4 5= 6 7
convenient to me.
[ am happy about my decision to choose my T T T et - T/ | [T S S TR
service provider.
* My service provider lets me know as soon as 1 203y g T 1 2. 3 % 5 6 7
possible of any unexpected problems with
his/her services.
® My service provider has practices that make e A et P W s : R R T ST T
service recovery quick and easy.
» My service provider gives me prompt service. T 2 3 4 SN 1 2 3 &% & & 7
o [ am always delighted with my service e e S i SR L R
provider.
| My service provider communicates well. 1 2 3 4 5 6 7 1 2 3 4 5 6 7
» My service provider shows much concern for P e v L Y | (R I e R R I T
me.
* My service provider is consistently courteous. 1 2. 37 "4 AN 1 2 3 4 5 e 7
e Overall, [ am satisfied with my service TR I e S T T . L e R
provider.
» My service provider can answer my questions. E 2 F A T 3 3 My & T




Part IV: Consequences of Trust for Doctor and Bank

Direction: Following is a list of statements that may apply to the relationship with your service providers who
you mentioned in part one. For each, circle one number to show the degree of your disagreement or agreement
with the statement by using the following scale: 1=Strongly Disagree, 2=Disagree, 3=Somewhat Disagree,
4=Neither Agree nor Disagree, 5=Somewhat Agree, 6=Agree, 7=Strongly Agree.

Statement My Main Bank
Strongly Strongly
Disagree Agree
1 2 3 6 7

 The relationship that I have with my service 1 2 B W S e 7

provider is something I am very committed to.

[ consider my service provider my first choice T TR O
to do a business.

» The relationship that [ have with my service
provider is something I intend to maintain

indefinitely.

1 ¥ F a5 E w7

* [ say positive things about my service provider
to others,

» The relationship that [ have with my service
provider deserves my maximum effort to
maintain.

» [ encourage friends and relative to do business
with my service provider.

* My relationship to my service provider is very
important to me.

1 will do more business with my service
provider in the next few months.

* My relationship to my service provider is

! hing I really care about.

» [ make and effort to do business with my
service provider for all of my needs.

* [ have a very strong relationship with my
service provider.

* [ am loyal to my service provider.




Part V: Demographic Information

1. Gender:
0 Male O Female

2. Please tell me your year of birth............cooooiiiiieininns

3. The highest qualification:
3 Less than high school degree
0 High school degree or equivalence
[ Some college
0 Bachelor’s degree or equivalence
0 Graduate degree or equivalence
0 Post graduate degree or more

4. The occupation you are doing now:

Are you presently employed? 0 Yes O No

If “no”, are you retired or not employed?  [J Retired O Not employed

If "retired, " what was your main occupation before your retired? .......cccooovveieicerivnerens

I ves? what:is Vour thalt OCCOPaHonY ..mammmmemimmemm s s o e s

5. Average income per month:

0 Less than 10,000 B 010,000 B- 19,999 B

03 20,000 B— 29,999 B 0 30,000 B or more

6. Please give me your name and address.
INAME-SUIMAMIE L.ttt teneerteneaseanetrsiiaires e

7oK (o o P e s oMLK A PR LS LU S Lol S it s s A

FREEEEFEEFHEEREREEFE R RS EXRFITHANK YOU VERY MUCH**********************t*t**t**x***!uk




